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Q3 & Q4 2025-26
CUSTOMER ENGAGEMENT &
FEEDBACK



SCRUTINY PANEL MEETINGS

2 Scrutiny Panel meetings held during Q3 & Q4

« SP members visited customers who had recently had
new Kkitchens installed to hear their views about the
experience

 Reviewed and contributed to our autumn/ winter
newsletter 2025

* Helped shape the content of our new Homes Strategy
and Sustainability Strategy

» Helped design our new customer service standards
* Reviewed and approved updates to our:

- Adaptations policy

- Heating safety policy
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BUILDING SAFETY & MAINTENANCE FORUM@ “

« Held on 15t October 2025
* Topic: ‘Working Safely within Homes’

Can we offer more choice of appointment slots for We currently offer AM, PM, all day and avoid school run

Foster Property Maintenance jobs? appointment slots. We will continue to work with Fosters
to review these appts slots but must consider that
narrower time slots creates less flexibility for Fosters
and means appointments 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 1D 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. We have reviewed the job
ticket configuration and can confirm customer contact
details are pulled through from Cx and issued to the
contractor.
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HOME-OWNERS FORUM et

« Held on 29" October 2025
 Topic: ‘Improving our service charge communications’

Can you explain who pays for building insurance, how to It is a lease requirement that the housing association

make claims and what the excess is insures the building (houses and flats) and recharges
shared owners, so we have communicated to the
Home-Owners Forum attendees and on our website.
Claims are made by contacting the broker directly,
whose details are on our website, with the current
excess set at £1,000

Clarify which blocks have sinking funds and provide We have improved some information on the 2026/7
breakdown of what the fund covers service charge schedules and will be completing a full
review of funds for next years schedules.

Provide more details about service charges in future This year the buildings insurance was separated out to
make charges more transparent and received
feedback for further improvements. A full review of
service charge schedules will be carried out and
brought to the forum for comment in October 2026.



Your Home, Your Voice Drop-in Sessions

Q3 & Q4 YOUR HOME, YOUR VOICE EVENTS

Customer Engagement

Building Safety &
Maintenance Forum

Home Owners
Forum

Estate Walkabouts

Cambridge
Coach House Court

Forums

Fallowfield Resident
Engagement

Hatherdene & Pinks
Close HOF online

Cambridge
Scotland Road
Edinburgh Road
Heath House
Southside Court

Cambridge

No. 60129
Fallowfield
Cambridge

Pinks Close
Hatherdene Close
Elfleda Road

October November December January February March
Freeman House Freeman House Bridgacre
CHC Freeman House
Your Home, Your Voice ‘On the Road’
Surrey Cambridge Cambridge Ely Cambridge
Greenacre Heath House Lilley Close Beresford Road Southside Court
Water Street Collier Close
Surrey CHC )
Greenacre (by Cambridge
telephone) Harvey Road
(door knocks)

Hemingford Grey
Turberville Court
Melbourn
Brooksbank
Meldreth

Marys Way
Barrington
Heslerton Way




website design and testing

14 October 2025

Heating Check Time!

27 September 2025 27 September 2025

Reporting a repair? Don’t
forget you can send
photos!

Reminder to eligible
households to get £150 off
energy bills

NEW HHS WEBSITE

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

>
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Free Pet Health and

Wellbeing checks
CBY4, CB5, CBé

27 September 2025 24 September 2025

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

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

i

24 September 2025

2024-25 Annual Report for
Customers just published!

£ Y,
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Your Home Find a Home Community

Help & Support About Us
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£ New website still in development - click here to give us your feedback!

My HHS Login

Report a Repair

A

Pay your Rent

Damp and Mould

5

Feedback and Complaints
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Your Home, Your Voice

—

Home Owners
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Tenancy Support Offered
October 2025 — March 2026

Vouchers
awiarded
(PAF)

@

TENANCY [_...—
SUPPORT %Mi%g
WE

PROVIDED

Total Support

A

- Eichazard c
: log
dizahlog tenant" o

27 PAF
Referrals

£6,500
spent via
FPAF

Support Relerat

£2 000 worth
of vouchers
awarded via

HSF

N 0xP3

19 x Household Suppaort
Fund (energy & food)
9 x Food bank vouchers
12 x income maximization
and homeless prevention

55 support
referrals
made in total
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COMPLAINTS PERFORMANCE @

Complaints Performance

202526

Annual

Target. b R « During Q3 & Q4, we received 54

Performance Metric

Dnmplaints relative to the size of landlord

(complaints per 1,000 homes rented only) No target 18.4 16.8 316 com plaintS
Mumber of stage 1 complaints received (total Ll
cases in the month, inc Shared Owners in Mo target 28 (5) 1 72(0) * In Q3, we reSponded to 100% within
brackets) ) tar et
Complaints responded to within Complaint g
Handling Code timescales (stage 1 100% 100% 95.2% 98.6% (98.7%) ° |n Q4 1 Complaint Went Overdue

J

complaints) (inc Shared Owners)
Mumber of stage 2 complaints received (total
cases in the month plus shared owners in Mo target 31 3 10 (1)

brackets) __ * Across 2025-26, we received 79 stage 1
Complaints responded to within Complaint Complaints and 11 Stage 2 Complaints
Handling Code ti les. (5t 2

cna;pllgi%t rgspenhn;zgfﬁmfasl c(asigein the 100% 100% W% L e

manth inc shared owners in brackets) ° Overa” we reSponded tO 98 6% Of

stage 1 complaints within our target and
87.5% of stage complaints within our
target



CUSTOMER SURVEY RESULTS
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2025-26 TSM PERCEPTION SURVEY  ‘“our

2024-25 2025-26
% satisfied % satisfied
¢ Du Il ng February Satisfaction overall 73.6% 84.8% 1
2026, over 300

Repairs service in last 12 months 72.6% 80.5%
_CUStomerS tOOk part Time taken to complete last repair 71.5% 81.0%
In our annu al . Home is well maintained 74.7% 82.4%
CUStomer perceptlon Home is safe 81.3% 91.3%
Su rvey Listens to views and acts on them 66.7% 75.6% 1
 This year, Being kept informed 76.0% 86.1%
customers told us Treated fairly and with respect 85.8% 88.6% 7
that we have Approach to handling complaints 35.5% 32.0% ¥
improved on 10 of Communal areas olean and o Soa%
the 12 metrics maintained

Makes a positive contribution to
area

74.8% 81.8%

Approach to handling ASB 64.4% 68.6%



HOMES & SUSTAINABILITY SURVEY

Our customers have described a good repairs service as:

36 customers responded to . Easy to report repairs

our survey seeklng feedback « Being kept up to date with progress

on: « (Good contractor interaction

, * Punctual and tidy contractor

* Wha_t does a _gOOd repairs * Repairs completed right first time
service look like to you? »  Good quality of repairs
Describe the features or  Choice of ways to offer feedback about
qualities that matter most completed repairs

e How do you think we Our customers told us we should invest in:
should invest in homes to . Loft insulation
iImprove their energy - Draught proofing
efficiency and reduce the * More PV systems

running costs for
C StOfT?eI’S'P And provide customers with more information on how to
. ' live resource efficiently



REPAIRS PERFORMANCE (INCLUDING GAS, k\is\ocgm
ELECTRICAL SERVICING & PLANNED MAINTENANCE) "

2023/24 2024/25 2025/26

« Every month, we complete
phone surveys with 7 7 » ‘
customers who have had a % | % | %
repair, gas service,

electrical service or
planned work completed to

. " . ’
find out how satisfied they 8?/;‘0"“\93———507 82 /;?\ .
were with the service 8,9.-—-—-"‘ _—t—— ,/87
L
77 79 82 79

* Since we started these
surveys in 2023, customer
satisfaction has increased 2025/26
from 77% to over 84% | | |

Apr  May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
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THE KEY THEMES OF WHAT YOU HAVE
TOLD US & WHAT WE WILL DO IN
RESPONSE DURING 2026-27.....
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You told us..... Our response.... You can expect to see....

Communication around repairs can
improve and ensure customers are kept
up to date

Share more information about service
charges costs and explain sinking funds

Focus on the quality of repairs and
planned works

We will focus on improving the way
repairs are logged, and customer
appointments are booked.

Tracking and monitoring that repairs are
completed right first time will be a key
focus for 2026-27

All sinking funds will be reviewed, and we
will ensure all customers have clarity on
what they are paying for.

We will reprocure our grounds
maintenance service, with customers
involved in setting the level of work they
want to receive

We will increase the level of post
inspections we complete once repairs
and planned works have been
completed.

In conjunction with Scrutiny Panel, we
will review the customer experience of
receiving a new bathroom or kitchen.

The launch of a trial where repair
calls are passed to Foster Property
Maintenance so you book an
appointment with them directly

An increase in the number of repairs
completed at the first visit

Anyone who pays for grounds
maintenance works will be contacted
and offered the opportunity to help
shape the service the pay for

All customers who pay into a sinking
fund will receive an update on the
fund, what it covers and whether
contributions need to be increased

More visits and/or phone calls
following repairs to hear your
feedback

Once the Scrutiny Panel review is
completed, we will publish the
outcomes

Socie™
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