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In April 2024, the Regulator of Social Housing introduced a new requirement for all social housing 
landlords to report annually on a set of measures that tell you how well we are performing.  
 

As HHS own over 1,000 rented homes, we must report and publish our performance for rented 
homes on an annual basis. However, we do not own over 1,000 low-cost home ownership 
homes, so the Regulator does not require us to publish customer satisfaction results for these 
homes.  
 
We believe that homeowners want to see these performance measures, so are sharing these 
results with you in this report and providing an insight into how we will respond to them and 
deliver improvements to the services homeowners receive. 
 
These customer satisfaction scores are taken from the annual perception survey that was 
completed by ARP Research during February 2026. During this survey, ARP completed 31 
telephone surveys, which equates to feedback from over 23% of homeowners.  

Over the next 2 pages, you will see how we performed on these customer satisfaction measures 
during 2025-26, how these results compared to 2024-25 and the actions we are taking in 
response. 

 

Overall home-owners satisfaction 45.2%  
(2024-25 46.9%) 

(Proportion of respondents who are satisfied with the overall service from their landlord) 

 

Satisfaction Measure 
2024-25 
Result 

2025-26 
Result 

Trend 

How satisfied or dissatisfied are you that HHS provides a home that 
is well maintained? 

25.0% 32.3% ↑ 

Thinking about the condition of the property or building you live in, 
how satisfied or dissatisfied are you that HHS provides a home that 
is safe? 

78.6% 84.0% ↑ 

How satisfied or dissatisfied are you that HHS keeps your 
communal areas clean and well maintained? 

50.0% 61.1% ↑ 

How satisfied or dissatisfied are you that HHS keeps you informed 
about things that matter to you? 

60.0% 60.0% 
 

No change 

How satisfied or dissatisfied are you that HHS listens to your views 
and acts upon them? 

38.5% 36.0% ↓ 

To what extent do you agree or disagree with the following "HHS 
treats me fairly and with respect"? 

61.3% 72.4% ↑ 

How satisfied or dissatisfied are you that HHS are easy to deal 
with? 

60.7% 63.0% ↑ 

How satisfied or dissatisfied are you that HHS makes a positive 
contribution to your neighbourhood? 

36.0% 42.3% ↑ 

How satisfied or dissatisfied are you with HHS's approach to 
handling anti-social behaviour? 

45.5% 25.0% ↓ 

How satisfied or dissatisfied are you with your neighbourhood as a 
place to live? 

71.9% 87.1% ↑ 
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Where to find us 

Hundred Houses Society, 
51 Scotland Road, Cambridge, CB4 1QW 
  
0300 303 5770 
info@hhs.org.uk 
www.hhs.org.uk 
 

 

What we will do during 2026-27 in response to your feedback 

Over the next 12 months, we will work with you and our partners on the following priorities to: 

• Increase the levels of data we hold about our customers to help develop the services we 
provide  

• Launch our new customer portal, which will give you access to information about your 
home  

• Work with our Scrutiny Panel to undertake a Right First Contact review to identify how to 
improve the customer experience when you contact us 

• Continue to improve the information we provide customers for service charges and sinking 
funds 

• Re-procure our cleaning and grounds maintenance services, including inviting all 
customers who receive these services to help shape the services they pay for 

 

 
Our priorities for 2026-27 will help us to achieve our mission: 

‘to provide good quality homes and services in Greater Cambridge that people value’  

and to meet our objectives, to provide customers with: 

• good quality homes that are safe, well-maintained, energy & resource efficient and 
affordable 

• good quality services, opportunities to influence and support that meet their needs 

What you have told us during 2025-26 
 
Based on your feedback from the customer satisfaction survey completed during February 2026, 
feedback you have shared with us at the Home-Owners Forums and via complaints we have 
received, you have told us: 
 

• You are satisfied that HHS focuses on keeping homes safe  

• You are confident that HHS are keen to hear feedback from our customers and will treat 
customers fairly and with respect 

• You want us to provide more information about service charges and sinking funds, ensuring 
you know what you are paying for and the service you can expect to receive   

• You want us to focus on the quality and value for money of the cleaning and grounds 
maintenance services you receive  
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