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Welcome to your 
2025-26 
Annual Report 
This Annual Customer Report for 2025-26 
highlights the strong progress we have made in 
understanding our customers and improving our 
services.

The feedback our customers provided for this year’s 
perception survey showed customer satisfaction 
levels have improved across many areas, with 
particularly strong increases in services linked to 
the condition and maintenance of our homes. 

These improvements reflect the sustained focus we 
have placed on repairs, safety, and service delivery 
over the past year, and the positive impact that this 
is having on our customers’ experience.

We have also continued to invest in the way we 
collect, validate and use customer data. This means 
we better understand our customers and can 
respond more appropriately to their needs. 

The combination of improved satisfaction scores 
and stronger data gives us a solid foundation to 
build on. It means we are better equipped to listen, 
to learn and to take action where it matters most.

As this report shows, we are using these insights to 
shape our priorities for the year ahead – continuing 
to improve services, strengthening customer 
engagement, and ensuring that every decision 
we make is informed by reliable and meaningful 
customer insight.

While there is more to do, particularly in areas 
such as complaints handling, we are clear on our 
direction of travel. 

Dan Bradley
Executive Operations Director
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In October 2025, Mr and Mrs Rayner of Kinross Road marked an extraordinary milestone – their 
diamond wedding anniversary.

Their love story began over sixty years ago, and fittingly, their married life started right here in one 
of our homes. From those early days to the present, Chesterton has remained the heart of their life 
together, a community where they have grown, worked, raised a family, and built countless memories. 

Their home is filled with photographs and keepsakes that give a glimpse into a lifetime of commitment 
and companionship. Adding to the celebration was a very special honour, a congratulatory card from 
King Charles and Queen Camilla, recognising their remarkable achievement. 

We are delighted to have shared in their joy and wish Mr and Mrs Rayner many more years of 
happiness together.

Matt Thomas, our Chief Executive, was pleased to be able to visit Mr and Mrs Rayner to offer our 
congratulations, with the happy couple wanting to pass on their thanks to the team at Hundred Houses 
for the continuous support over the years.
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Denise Russell Eamonn Sweeney Jo Wright

Over 3,300 customers 
live in our homes

Our Editorial Panel

Age profile

This year’s Annual Report has been reviewed by our Customer Editorial Panel, comprising Denise 
Russell, Eamonn Sweeney, Jo Wright and Chris Hazelwood.

They told us what customers would like to read about, including information about repairs and 
improvements to homes, and what has been done in response to customer feedback. They also thought 
customers would like to read stories about other customers, and how to get involved.

All our panel have enjoyed being involved and helping to make customers’ voices heard and to influence 
the decisions HHS makes.
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What we achieved  
in 2025-26

April – June 
•	 2 new members joined our 

Customer Scrutiny Panel 

•	 Met customers at our stall at 
Chesterton Festival 

•	 Launched our new Compliance 
software “Propeller” to monitor, 
track and book compliance tasks

•	 Implemented our new “Keeping 
Communal Areas Safe Policy”, 
ensuring we have a zero-tolerance 
approach for fire risks in  
communal areas

January – March
•	 Received feedback from 36 customers (in over 3% of homes) on our Homes  

and Sustainability Strategies

•	 Launched our 2026-29 Homes Strategy

•	 Held a photo competition for customers to win shopping vouchers

•	 Completed our 2025-26 customer perception satisfaction survey

July – September 
•	 Scrutiny Panel reviewed our kitchen 

installation specification and examined 
the customer experience from start to 
finish to identify areas of improvement.

•	 Published our new Customer Safety 
Guide providing customers with 
information about how to stay safe in 
your home

October – December 
•	 Held an open day at Fallowfield with 

customers visiting us to find out more about 
our Warm Homes project

•	 Achieved 97.1% of non-emergency repairs 
completed within our target, evidencing the 
improvements made by Fosters

•	 Launched our new website, following 
consultation with customers

•	 Held our 3rd Building Safety & Maintenance 
Forum, and 3rd Homeowners’ forum, with 
positive customer attendance helping to 
shape our services

•	 Implemented our Awaab’s Law process 
to meet new Government legislation and 
provide a better response to our customers

Photo competition 
winner:

“Canopy in Autumn” 
by Josè Witchall, Ely
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Tenant Satisfaction 
Measures 
How we performed in 2025-26
The Tenant Satisfaction Measures’ (TSMs) were 
introduced by the Regulator of Social Housing (RSH) as 
a way for customers to understand how their landlord is 
performing against key service areas in comparison with 
other housing providers.

Each year, we survey around 25% of our customers 
to ask them for their opinion on how they feel we are 
performing in a range of service areas. 

On these pages you can see how we performed during 
2025-26, and how this compared to our performance  
in 2024-25. 

84.8% 
Overall 

Satisfaction

(72.6% in 2024-25)
Responsible 

Neighbourhood 
Management

70.4% 
(72.4% in 2024-25)

of our customers are satisfied that we keep 
communal areas clean and well-maintained

81.8%
(74.8% in 2024-25)

of our customers are satisfied that we make a 
positive contribution to neighbourhoods

68.6%
(64.4% in 2024-25)

of our customers are satisfied with our approach to 
handling anti-social behaviour

18.6 Cases of anti-social behaviour per 1000 homes 
(25.7 cases in 2024-25)

 1.5 hate incidents per 1000 homes
(0.7 in 2024-25)

Keeping Your Home Safe
100% 

Gas safety checks completed

100% 
Fire risk assessments completed

100% 
Asbestos management surveys 

completed

100% 
Water safety checks completed

100% 
Lift safety checks completed

Customer Contact
75.6% of customers are satisfied  
that we listen to their views and act  
upon them (71.5% in 2024-25)

86.1% of customers are satisfied that we keep them 
informed about things that matter to them (76.0% in 2024-25)

88.6% of customers agree that we treat them  
fairly and with respect (85.8% in 2024-25)

Effective Handling  
of Complaints

32.0% of customers are satisfied with our approach  
to handling complaints (35.5% in 2024-25)

Keeping 
Your Home in 
Good Repair

80.5% 
(72.6% in 2024-25)

of customers are satisfied 
with repairs completed

81.0%
(71.5% in 2024-25)

of customers are satisfied 
with the time taken to complete 

their most recent repair

82.4%
(74.7% in 2024-25)

of customers are satisfied 
that their home is 
well-maintained

98.1% 
(90.6% in 2024-25)

Emergency repairs completed 
within target timescale 

(24 hours)

93.2% 
(75.5% in 2024-25)

Non-emergency repairs 
completed within target 

timescale 

98.7%
(100% in 2024-25)
of homes met the 

Decent Homes Standard

91.3% 
of customers are 
satisfied that their 

home is safe

Complaints received 
per 1000 homes

54.3 Stage 1 
(65.7 in 2024-25)

7.3 Stage 2 
(8.0 in 2024-25)

Complaints responded to 
within Complaint Handling 

Code timescales

100% Stage 1 
(91.5% in 2024-25)

77.8% Stage 2 
(100% in 2024-25)
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Customer 
Engagement 
Your Home, Your Voice (YHYV) 

Our ‘Your Home, Your Voice’ model makes 
sure we are active in the communities where 
our customers live and provides the space and 
opportunity to make sure your voices are heard.

Customer Engagement Events  
we held during 2025-26

•	 57 community walkabouts which 
customers were invited to attend

•	 6 ‘On the Road’ door knocking 
events in communities to collect 
customer views in person 

•	 Resident coffee mornings held 
every month 

•	 2 Homeowner Forums 

•	 2 Building Safety & Maintenance 
Forums 

•	 Regular drop-in sessions held in 
our larger blocks 

“I would just like to say I have always had  
a positive experience with Hundred Houses –  
all enquiries or repairs have been dealt with 
quickly and efficiently.”

Mr and Mrs M, Cambridge

Freeman House, Cambridge
CCTV 
Residents at Freeman House asked for additional 
CCTV cameras to be installed to give them a greater 
feeling of safety, so new cameras were installed 
during February. 

These new cameras were instrumental in identifying 
youths who accessed the block and caused damage 
to the communal lounge in April.

You Said… We Did… 
Tower Court, Ely
Car park lines
Owners and leaseholders at 
Tower Court approached us  
to white-line the parking bays  
to make parking easier.

We listened to the customer 
feedback and new lines  
were painted.

Collier Close, Ely 
External lighting
During an ‘On the Road’ visit, a 
customer pointed out that repairs were 
needed to the external lighting as the 
front entrance doorway was dark.

New lighting was installed and 
customers now have a well-lit  
entrance way. 

Lilley Close, Cambridge 
Contractor use of water supply
Residents in Lilley Close asked us to stop 
contractors from using their water supply to fill 
up containers to use at other sites. Customers 
felt this unfair as they pay for the water in their 
service charge. 

We stepped in and worked with the management 
company to stop contractors from using this 
water supply.

“Thank you so so much for sorting my dropped kerb... and with my hard standing and outside plug that  
was done in the summer it really is life changing for me, and gives me some independence. Thank you.”

Miss R, Chesterton

“A massive thank you for raising the 
work to Metrorod who attended and 
actioned everything within 30 minutes. 

The Customer Services Officer at 
Hundred Houses was super helpful and 
you are all doing a great job!”

Ms S, Chesterton

In 2025-26, we let 72 homes and  
supported 8 mutual exchanges.

Of the 72 homes we let, 68% of these were 
advertised through Choice Based Lettings 
(CBL). The CBL platform allows eligible 
applicants to bid on homes that meet  
their needs. 

A further 18% of homes were let to 
customers who were nominated by  
Local Authorities. 

Letting our homes via Choice Based Lettings 
helps to make sure they are let fairly. 

Mutual exchanges are customer led. These 
happen when existing social housing tenants 
arrange to swap homes to give both parties 
more suitable accommodation.

Homes let to new customers in 2025-26 

Age profile

The new lead customers who moved into our homes are:
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Keeping Homes in  
Good Repair
Repairs
One of our key priorities for 2025-26 was to continue to improve our 
repairs service. Our aim was to improve the number of repairs completed 
within target and the customer satisfaction rating of the repairs service.

During 2025-26 we completed:

Customer Satisfaction
Every month, we complete telephone-based customer satisfaction surveys on a minimum of 10% of our 
customers who have had a repair completed. Last year, over 87% of customers told us they were satisfied 
or very satisfied with the repair they had just had completed. 

Repair Type No. completed % In target

Emergency 968 97.7%

Urgent 1,503 91.4%

Routine 2,620 92.3%

Total 5,091

Contractor 2024-25 2025-26

Foster Property Maintenance 78.2% 82.2%

Compton & Parkinson 92.4% 90.1%

All contractors combined 85.8% 87.1%

88% 
of customers 

satisfied 
with repairs 
completed

Understanding the condition of your home
What is a stock condition survey? This is an important survey to provide us with up-to-date information 
about the condition of your home and identifies whether any urgent repair work is required. These surveys 
take around 30-45 minutes to complete.

Over the last 3 years, we have completed over 1,150 surveys, which is over 93% of our homes.  
All remaining properties will be completed in 2026.

Our plan is to complete stock condition surveys on a 5-year rolling programme, so we look to complete 
surveys on at least 20% of our homes each year. 

The information helps form investment plans for the future to keep homes well maintained. 

During 2025-26, we completed 423 individual 
upgrades on customers’ homes, ensuring our 
homes continue to be well maintained and meet 
the Decent Homes Standard.

The Decent Homes Standard is a UK Government 
requirement that sets minimum standards for social 
housing, ensuring homes are safe, of good quality, 
and suitable for modern living. It focuses on four 
key areas: fitness for habitation, state of repair, 
modern facilities and services, and thermal comfort.

We completed:

Planned Maintenance Works

Planned Upgrades No. of 
homes

New boilers 37

New air source heat pumps 8

New heating distribution systems 1

New bathrooms 29

New kitchens 103

Electrical updates 1

New windows (properties 
installed)

54

New doors 117

Upgrading loft insulation 73

Total Upgrades 423

In order to ensure these upgrades, such as kitchens 
and bathrooms, meet the high standards our 
customers expect, we conduct regular reviews of 
the products we install, the choices we offer our 
customers and their experience of the works.

In summer 2025, our Customer Scrutiny Panel 
reviewed our kitchen installations which included:

•	 Reviewing the customer colour choices for 
cupboard doors, worktops, flooring coverings, 
and paint finishes

•	 Visited residents’ homes where kitchens had 
recently been installed to assess quality and 
workmanship

•	 Spoke directly with residents about their 
experience of the installations

•	 Reviewed the customer-facing literature provided 
as part of the welcome pack.

The Scrutiny Panel provided positive feedback about 
what they saw and suggested areas for improvement. 

Following their feedback, we updated the customer 
welcome pack issued at the start of the kitchen 
installation, to provide more details for customers,  
and amended the kitchen specification.

“We are absolutely delighted with our new 
kitchen – it looks beautiful and has already 
made our home feel even nicer.

The installation team were very kind, 
professional, and helpful throughout the process, 
and they left everything clean and tidy. It was a 
pleasure to have them working in our home.” 

Miss F, Ely
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Sustainability

Upgrading the energy efficiency 
of our homes

During early 2025, we were successful in bidding 
for government grant funding to upgrade the energy 
efficiency of 144 of our homes. We were awarded 
over £1m of funding, with HHS funding  
the remaining £1.7m of works. 
We are delivering these works to homes that  
are EPC Band D or below. 

During 2025-26, 28 homes received upgrades. 

Our approach is to improve the insulation and 
structure of homes first, so we initially focus  
on upgrading the energy efficiency of homes  
(by insulating them well) before we seek to install 
other measures, such as renewable heating or 
photovoltaic panels.

The typical measures we are installing are:

•	 Loft insulation
•	 Cavity wall insulation
•	 External wall insulation
•	 Solar PV
•	 Enhanced ventilation systems.

Adapting homes for customers’ needs
Every year we complete a number of adaptations 
to homes to enable customers to continue to 
live independently, safely, and as comfortably as 
possible in their homes.

On occasions though, we support more major projects. 
In early 2026, major adaptation works were completed  
to support Mr Richard Cave, a veteran with disabilities. 

We worked in partnership with “Blesma” (The Limbless 
Veterans Association), as well as Mr Cave’s 
Occupational Therapist to design a range of adaptations 
to a bungalow in Hemingford Grey. These adaptations 
were required to enable Mr Cave to access the property 
and have the ability to move freely and safely both 
within the home and outside in the garden area to allow 
independent living. 

Sustainability Strategy
During 2025-26, we asked customers to share their views about  
sustainability and how they thought HHS should invest in homes  
to make them more sustainable.

The feedback customers provided has been used in our new  
Sustainability Strategy. Scan the QR code to see it. 

Angela, an HHS Customer Services Officer, 
worked closely with Mr Cave over a number  
of months keeping Mr Cave updated over  
plans and progress through to completion.

The adaptations that were completed on  
this home were:

•	 Installation of an automatic front door  
that opened and closed through a fob  
and electronic keypad access

•	 Installation of rear french doors, allowing 
level access to the rear garden

•	 Works to the pathways and patio area  
to ensure easy access around the  
garden space 

•	 New adapted kitchen to allow for 
wheelchair access, including slide  
under oven door

•	 Level access shower room

•	 Additional power outlets for Mr Cave’s 
equipment

The works were completed by Foster Property 
Maintenance and Pure Services.

“Yesterday the installation of our new air source pump was completed. The new system is 
amazing, quiet and efficient and the consumption used is so much less on the smart meter. 
I would like to congratulate the Enviro Heating team on their outstanding work and for cleaning 
up inside and out spotless.”

Ms D, Bourn
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Building Safety
Keeping you safe in your home  
is a priority for us
In the 2025-26 customer perception satisfaction survey, 91.3% of customers  
told us that they are satisfied or very satisfied that their home is safe.  
This high score reflects the importance we put on customer safety.

During 2025-26, we completed:

•	 100% of gas safety inspections in target 

•	 100% of fire risk assessments in target

•	 100% of asbestos inspections in target

•	 100% of legionella assessments in target

•	 99.8% of electrical safety inspections in target

•	 1103 gas safety inspections

•	 391 electrical safety inspections 

Damp, Mould and 
Condensation
Last year, 216 new damp or mould cases were 
identified in our homes. We responded to every  
one of these cases and supported our customers  
to improve the homes they live in. 

We regularly offer our customers advice about  
how to reduce condensation in their home.

Awaab’s Law 

Awaab’s Law was introduced during October 2025. It is named after Awaab 
Ishak, a two-year old who died in 2020 due to prolonged exposure to mould 
in his home. Our process for responding to damp, mould and condensation 
cases complies with this legislation and we monitor our performance against 
the strict, legally defined timescale targets.

On our website you will find videos, leaflets and an online questionnaire  
to assist you in preventing damp, mould and condensation.

Fire Safety
During 2025-26 we completed a number of fire safety upgrades to homes. 

These included:

•	 33 front fire door installations

•	 An upgrade to the fire alarm at Freeman House

•	 Over £220k of fire stopping works across 18 communal blocks

Advice and Tips
•	 Dry your windows and window sills 

every morning, as well as any wet 
surfaces in the kitchen or bathroom. 

•	 Hang your washing outside to dry if 
possible. Alternatively, hang it in the 
bathroom with the door closed and a 
window slightly open or an extractor  
fan on. 

•	 Don’t put washing on radiators or  
in front of heaters. 

•	 Always cook with pan lids on and  
turn the heat down once the water  
has boiled. 

•	 Only use the minimum amount of  
water for cooking vegetables. 

•	 When filling your bath, run the cold 
water first and then add the hot – 
it reduces steam (which leads to 
condensation) by 90%. 

•	 If you use a tumble dryer, make sure it 
is vented to the outside or that it is  
a new ‘condensing’ model. 

•	 Don’t be tempted to use bottled gas or 
paraffin heaters. These are not allowed 
under your tenancy agreement. They 
produce high levels of moisture. 

•	 Increasing the ventilation in your home 
reduces condensation, so try to allow 
air to circulate and dry out by frequently 
opening windows. 

•	 Controlling the temperature is also 
important in keeping your home free  
of moisture. 

“I called to report an issue with damp and 
mould in my property. The surveyor visited  
a few days later and W&J attended to 
complete the works. 

W&J were quick, professional and took the 
time to explain what they were doing and  
why they were doing it. 

The HHS team were quick to come and 
resolve the issue and all round it was a  
job well done.”

Mr L, Cambridge
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Responsible 
Neighbourhood 
Management
Anti-Social Behaviour 
During 2025-26, we received 25 cases of anti-social behaviour (ASB), with the most commonly reported 
types of ASB being noise nuisance, verbal abuse and/or intimidation/harassment. 

Our Housing Team worked closely with customers, partner agencies and the police to investigate reports, 
resolve disputes and take appropriate action. We also continued our strong partnership with Cambridge 
City Council’s Dispute Resolution Service, which provides a safe and independent environment for 
neighbours to address concerns and reach mutually agreed solutions. 

Feedback from customers who have used the service has been positive, with many reporting improved 
relationships and successful outcomes.

Anti-Social Behaviour by Type Cases

Noise nuisance 8

Verbal abuse, Intimidation/Harassment 6

Nuisance from vehicles 5

Hate-related incidents (race/sex/gender) 2

Vandalism/Damage to property 2

Pets and animal nuisance 1

Physical violence/assault 1

Total 25

Domestic Abuse
Throughout 2025-26, we continued to support 
customers affected by domestic abuse. 

We worked closely with partner agencies, including 
the police, social services and Multi-Agency Risk 
Assessment Conferences (MARAC), to provide a 
coordinated response to those at risk. 

Additional security measures, including lock 
changes and enhanced home security, were 
provided where needed to help customers remain 
safe and secure in their homes.

Social Impact and  
Tenancy Support
At the core of our mission are the following 
objectives:
•	 To provide customers with good quality homes that are safe, well-maintained, 

energy & resource efficient and affordable

•	 To provide customers with good quality services, opportunities to influence, 
and support which meets their needs

Our impact has meant that during 2025-26, we 
supported 79 customers with our Positive Action 
Fund, with an average award value of £295.

In addition, during April 2025, we were awarded 
a grant of over £1m as part of the Warm Homes: 
Social Housing Fund wave 3 funding allocation that 
will support us to improve 144 homes up to EPC C. 

See page 14 for details of work we delivered  
during 2025-26.

2025-26 
Support Referrals

•	 35 Housing Support Fund 
awards, worth £3,850 in total

•	 17 food bank referrals
•	 10 homelessness prevention 

referrals 
•	 8 referrals for benefits and 

income advice

Financial hardship remained the most common 
reason for customers needing our support, 
reflecting ongoing pressures from the cost of living, 
changes to their benefits and challenges with 
household incomes.

Our tenancy support helped customers maintain 
their tenancies, improve their financial stability, 
reduce the risk of homelessness and build  
greater independence.

We offer our customers a range of support, so if 
you’d like to read more about what we and our 
external partners can offer, scan the QR code below. 

£8,000 towards new carpets 3 x beds and bedding4 x fridge freezers4 x cookers 4 x school uniformsHelp with essentials for new homeSwimming lessons

8 x 
Energy 

vouchers

60 x 
Supermarket 

vouchers

1 x 
Skip hired 

1 x 
Garden 

clearance

Scan the QR code for more information about 
help available:
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Learning from Complaints You Said… We Did… We Will…
The table below summarises what you told us through complaints, what we have 
done in response, and the further improvements we will make. 

You Said We Did We Will

You wanted clearer updates 
and less need to chase us 
about repairs.

We improved our use of text and 
email updates about upcoming 
repairs

Our new Customer Hub (MyHHS) 
will give you digital access to 
updates and information about your 
services.

Some repairs took too long, 
needed repeat visits or were 
not completed to the expected 
standard.

We increased the number of 
reviews we complete to check 
repair quality.
We reviewed the complaints 
we received to identify common 
themes and learning.

We will focus on right-first-time 
repairs, and continue to check on 
completed repairs and how satisfied 
customers are with the process.

Complaint responses did not 
always feel personal or fully 
reflect the impact on you.

We worked with our team to 
improve tone, empathy and clarity 
in our complaint responses.

Our complaint responses will focus 
on being clear, fair and how we will 
put things right

Agreed actions were not 
always completed quickly 
enough.

We improved how complaint 
actions are recorded, so our 
commitments are easier to track.

Our team will continue to review all 
outstanding actions to make sure 
they are completed and you are 
kept updated.

You sometimes had to repeat 
information or explain the same 
issue more than once.

We ensured that we asked 
you what action and outcomes 
you expected when making a 
complaint.

Our team will have regular training 
to ensure we listen to the messages 
customers are giving us.

You told us some communal 
services, including cleaning 
and grounds maintenance, 
needed to improve.

We used complaint feedback 
alongside performance information 
to identify this as a service priority.

We will re-tender our cleaning and 
grounds maintenance services 
during summer 2026.

You wanted anti-social 
behaviour cases to be handled 
with clear communication and 
appropriate support.

We increased our use of mediation, 
specialist support and signposting.

We will focus on providing regular 
updates and make it clear you know 
what action we can and cannot 
take.

We want to hear from you when 
something has gone wrong
Complaints help us understand what has not worked well, put things right 
where we can, and improve our services for the future. 

Your complaints help us see where you may have experienced delays, poor 
communication, repeat contact, or where the outcome was not what you 
expected. They also show us where we need to improve our processes, 
systems, contractor management and follow-up.

Our Focus for 2026-27
In the year ahead, we will focus on making 
complaints easier to raise and improve the 
customer experience. 

We want you to feel listened to, to receive clear 
and timely responses, and to see that your 
feedback leads to real improvements. 

We will use what you tell us, alongside 
satisfaction results, performance information 
and customer engagement feedback, to improve 
services and hold ourselves to account.

What we learnt from 
complaints
You told us that the main issues were repairs, 
communication, follow-up, record keeping and how  
we work with partners and contractors.

Some repairs took too long, needed more than one visit, 
or were not completed to the standard you expected. 

You also told us that updates were not always clear or 
timely, agreed actions were not always followed up,  
and you sometimes had to repeat information. 

2025-26 
Complaints data 

(including all homes, all tenures, 
and managed units, as per the 

Housing Ombudsman 
Complaints Code)

•	 79 Stage 1 complaints in 2025-26, 
compared with 86 in 2024-25

•	 67 of these complaints were from 
people living in HHS rented homes

•	 11 complaints escalated to Stage 
2, including 9 from people living in 
HHS rented homes

•	 98.7% of Stage 1 complaints 
responded to on time

•	 81.8% of Stage 2 complaints 
responded to on time No complaints 
were accepted by the Housing 
Ombudsman for formal investigation 
during the year

“Thanks for the quick response to sorting out the 
heating issue and for actually caring. It’s much 
appreciated.”
Customer Mr B
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Looking ahead: 
What we will deliver in 2026-27

Value for Money

Value for money savings
Ensuring the services we provide are value for money is of importance to us and we regularly review 
how and where savings can be made.

During 2025-26, we sourced alternative providers for our communal gas, electricity and insurance 
policies, all of which reduced in cost. This has helped to reduce the overall cost of providing services 
to our customers. 

These savings benefit customers directly by helping to limit increases in service charges, making 
homes more affordable during a period of rising living costs. By reducing these costs, more 
resources can also be directed towards maintaining and improving homes, ensuring customers 
continue to live in safe, good quality homes.

How we spent each £ during 2025-26:

Management Costs
The Remuneration paid to the highest 

paid Director, relative to the size of 
landlord 

£93.42
(Remuneration paid to the highest 
paid Director in 2025-26 divided by 

total social housing units owned and 
managed at period end)

The aggregate amount of 
remuneration paid to Directors, 
relative to the size of landlord 

£318.17
(Total aggregate Directors’ 

remuneration paid to Directors or 
former Directors in 2025-26 divided 
by total social housing units owned 

and managed at period end)

Management costs, relative to the 
size of landlord 

£1,376.58
(Total management costs in relation 
to the period of account divided by 

total social housing units owned and/
or managed at period end)

Our performance in 2025-26
We remain graded as V1/G1 by the Regulator of  
Social Housing, meaning we are financially viable and 
governed well.

Our operating margin was 29.2% (up from 25.6%  
in 2024-25). This tells you how much surplus we make 
before we pay interest and taxes.

We reinvest the surplus we make in improvements to 
homes and, where possible, building new homes.

We use customer feedback we have received to help shape our priorities for the year ahead. 

During 2026-27, we will:

What we will do: Benefit to our customers

Undertake a Right First Contact review to 
improve the customer experience

When our customers contact us, we want to be able to 
answer more of your queries at the first time of asking

Launch our new Customer Portal 
(MyHHS)

We want to provide a new digital route for you to 
manage your tenancy, log repairs and to get answers to 
commonly asked questions

We will review our complaints process 
and identify ways in which the service can 
be improved

You have told us complaint handling can be improved, 
so our Scrutiny Panel will lead a complaints and service 
escalation review to understand how this service can be 
improved

Increase our use of social media to 
advertise YHYV events

We will be active on social media and use it as a platform 
to advertise upcoming events and share outcomes with 
you

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

We will ensure all customers who contribute to sinking 
funds have their fund reviewed and explained

Ongoing improvements to our repairs 
service

We want to make reporting repairs easier for customers, 
for updates about repairs to be easier and quicker to 
access for customers and will focus on ensuring the 
quality of repair work is good

Management Costs

Interest & financing 
Costs

Routine 
maintenance

Major repairs

Services

Coming soon in 2026!
During autumn 2026 we will be launching our new

Customer Portal - My HHS
You will be able to access this online and can:
•	 Access your rent account
•	 Log repairs 
•	 See information about your home

Customers have been testing the Hub during 
August and September, and it will be  
launched soon.
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