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Investing in your homes

We’re committed to ensuring we offer safe, quality properties.

Inthe year 2025/26 we have spent £48.6m on our existing homes. Ourinvestment programme is based

on Housing 21’s enhanced property standard:
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Kitchens

100%

Target:100%
O scheme
outstanding

Bathrooms

99.6%

Target:100%
2schemes
outstanding

Energy Rating,
EPCC

99.7%

Target: 100%
65 properties
outstanding
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Performance at the end of Q4, 2025/26

Digital emergency
call system

88.7%

Target:100%
before digital
switchover.

Makeovers

93.9%

Target: 100%
32 schemes
outstanding

What we are doing to improve

Property standards are largely being met across our
portfolio. Our existing homes continue to comply with
the required standards, supported by an ongoing
investment programme to maintain and improve them.
Newly acquired properties are also being upgraded,
with each scheme benefiting from a tailored five year
investment plan to bring them fully up to standard.

The 32 outstanding makeovers are on newly acquired
schemes, of which 24 have beenrecently decorated but
not to our property standards.

You can find out more about our property standardsin
our Financial Statement.

59 schemes
outstanding

Newly acquired properties

Ourlast acquisition was in September 2024 when we
acquired 1,567 Midland Heart homes which was one of
our biggest acquisitions. We are committed to investing
inand improving our acquired properties and we have
spent £5.2millionin Q4 onimproving acquired homes.

Want to know more?

Speak to yourlocal manageror
you can access our full Financial
Statement by scanning the QR code.
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Filling empty homes

@ Properties that become vacant are then prepared for a new

resident. The goalis to minimise this period to reduce rent loss.

During Q4, we continued to complete essential repair ] R
works and safety checks on empty homes to ensure How many homes were vacant in Q4
they met required property standards. With support

) _ January 156
fromresidents, we also progressed our review of how
properties are let, strengthening communication with February 189
prospective residents about what to expect when March 175
movinginto a Housing 21 property. Average per month 173 homes

Performance improved during the quarter, with average
empty property levels at 173 homes and the averagere

let period reducingto 23 days. Thisimprovement reflects
increased efficiency across the process while maintaining

How many days does it take us on
average to fillan empty home?

astrong focus oncompliance and property quality. January 23 days
These improvements have helped to reduce rent loss February 23 days
while ensuring residents are matched with homes that March 23 days

meettheqneeds, suppprt comfortar)d independence, Average per month 23 days
and contribute to sustainable tenancies.

e Are youinterested in getting involved? Email our team at: engagement@housing21.org.uk
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Rent, service charges
and financial support
/@ During Q4 98.6% of rent and
service charges were paid on time.
/—7 We had 1.4% arrears which

is unpaid charges from
current residents.

Ways to pay

Percentage
Method of residents
Direct Debit 85%
Our Direct Debit

Target 95%
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Financial support forresidents

 Helping Hands Applications: 303 Want to know more?

Formore information on Financial
Support clickonthe QR code to visit
ourwebsite.

» Totalof £54,000 Helping Hands funds received
by residentsin Q4.

o Promotion of the Helping Hands scheme during
Decemberledto anoticeablerise in applications.

In Q4 2025/26, the Helping Hands Service supported
303 residents. Applications picked up again after
Christmas, and the quality of applications continued
toimprove. We provided £54k of support this quarter,
with most requests coming from Retirement Living
residents. More applications were accepted, and the
service continued to make a positive difference. Most
awards were still below the £300 maximum, which
shows there’s an opportunity for more residents to
benefitif awareness of the scheme increases. Using
the Housing Perks platform also saved residents a
further £3.1k.
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Repairs
Here are our repair statistics for Q4

Our repairs turnaround times:
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12.1days 7.1days J3.6days £259

for Routine for Urgent for Emergency Average cost
of arepair

Average time taken

90% Routine Repairs 77% Urgent Repairs 94% Emergency
completed within completed within Repairs completed

28 Days seven days within 24 hours
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In Q4, 88% of residents expressed overall e 87% satisfied with the time taken forrepairs
satisfaction with the repairs service. tobe complete

e 94% satisfied with treatment of theirhomes  ® 21% residents happy with the quality of work

during the repair e 87% satisfied with the time taken before

o 92% satisfied with the ease of reporting work began

therepair Working closely with housing management
colleagues to ensure repairs are responded
to promptly, while updating our systems
quickly so the datawe reportis accurate,
current andreliable.

o 91% satisfied with attitude of workers

e 85% satisfied with the repairbeing done
right first time

Mainreasons we were called to arepair this quarter

-\ /- + \

No.l No.2 No.3 No.4 No.5
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Complaints

Here are our complaints statistics for Q4

We operate a two stage complaints procedure. Once aresident has exhausted ourinternal procedure,
they may escalate to the Housing Ombudsman for mediation or formal investigation.

Target for responding
to complaints

e InQ4we met100% of ourtimescales
« 10 working days torespond d

' Total New Complaints: 81
® Stage One Complaints: 74
® Stage Two Complaints: 7 Y,

tostage one

o 20 working days torespond
to stage two

The Housing Ombudsmanrequests  Byreviewingcomplaintsandfeedback, e« Updatesaren’talways clearor

evidence of acomplaint and the we have identified some recurring frequent enough

relationship with the resident. themes. These help us understand . Experiences canvary dependin

Determinations: Where the Housing ~ what matters most toresidents and P Yy aep 9
: : on the scheme oremployee

Ombudsman has determined an where we need toimprove.

outcome onacase. Wereceived . e Some appointments are missed

four new enquiries from the Housing Across this quarter, or not followed up

Ombudsman and nine cases you told us that: . Processes and decisions aren’t

awaiting determination. There were

. L . o i always explained clearl
no findings of maladministration. Repairs cantake toolongtoresolve, y P y

especially whenvisits are repeated



What we’re doing
about it

Improving repairs and
reducing delays

We're strengthening how repairs
are diagnosed and tracked, so
issues are fixed right first time
wherever possible.

We're also improving how delays are
escalated and making sure you're
kept updated.

This means fewer repeat visits and
quickerresolutions.

Keeping you betterinformed

We're setting clearer expectations
forhow and when we communicate,
with simpler and more consistent
updates.

So you know what’s happening and
don’t have to chase us.
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Making service more
consistent across schemes

We'rereinforcing expectations for
local teams and improving visibility
and accountability at scheme level.

So yourexperience is more
consistent, wherever you live.

Improving employee support
and standards

We’re providing refresher training
and strengthening oversight to make
sure allemployees communicate
clearly and act professionally.

Soyoureceive a high standard of
service every time.

Getting the basics right

We’re improving how we record cases
and apply our policies, so decisions
are clearerand more consistent.

Soyouunderstand why decisions
are made and can trust the process.

Holding contractors
to account

We're setting clearer expectations
with contractors and improving how
we monitor their performance.

So appointments are kept and work
iscompleted as expected.
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Keeping you and your home safe

Anti-social behaviour (ASB) How are we improving?

ASB and nuisance cases are opened for matters
that meet the Crime and Policing Act definition of
ASB: “Conduct that has caused oris likely to cause
harassment, alarm or distress to any person.”

We have signed the ASB Help Pledge, strengthening
our commitment to supporting residents affected by
anti social behaviour (ASB) and ensuring best practice
inall ASB Case Reviews.

We have changed how we report ASB to include all
types of matters that are reported to us including low
level nuisance.

An ASB Case Review (formerly the Community Trigger)
allows residents torequest a formal review if problems
continue afterbeing reported to different agencies.

™\ The ASB Help Pledge promotes a consistent, victim
A hate crimeincidentis recorded foranyincident or focused approach across England and Wales.

crime thatis perceived to be motivated by hostility o .

or prejudice based on a person’s; race, sexual By signing the pledge, we commit to:

orientation, disability, religion, genderidentity. o Keeping our ASB Case Review process fair,
) transparent and easy to access.

Here are our ASB statistics for Q4 o Working with ASB Help and partneragencies on
complex cases.

Number of ASB Ca_SQS: 177 e Ensuringresidents feel heard and supported
Number Of Hate Cl’lmeS. 4 throughout the process.
Top five themes This supports our ongoing work to help create safe,

. . _ , supportive communities.
o Neighbourdisputes ¢ Noise nuisance

o Disturbance e« Aggressive behaviour « Harassment



Safeguarding
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Safeguardingis the process of protecting a person’s health, wellbeing, and
humanrights to enable them to live free from harm, abuse and neglect.

We support and monitor safeguarding concerns which also covers: Hoarding, Domestic abuse and Self neglect.

In Q4 we supported
446 safeguarding concerns

There has been anincrease inneglect and acts of
omission cases andrisk of harm to self, including
walking with purpose.

“Acts of omission cases” means situations where
aperson’s basic needs were not met, not because
someone deliberately harmed them, but because

something important was missed, forgotten, ornot done.

“Walking with purpose” is arespectful safeguarding
term meaning:

o Apersoniswalkingaround with intent, but may not
understand where they are going.

o They may leave a safe area, wanderinto unsafe
spaces, orbecome lost.

©

How we’re keeping
residents safe

S5

The hoarding toolkit and framework for local managers d

has been strengthened ahead of the Hoarding

Week Awareness sessionin May 2026. Thisincludes
updated guidance and hoarding and self-neglect risk
assessments. The Adult and Children’s safeguarding
policies and procedures have beenupdated and
strengthened. Information about Elder Abuse
Awareness Day will be put resident communicationsin
the next quarter.
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';:]ﬂ ‘ Health, Safety and
0= Property compliance

We aim to conduct Property and People visits once ayear to
help ensure residents homes are safe and resident information
isup to date. OurTargetis 100%.

e 100% completion of gas safety checks have been carried out
e 100% completion of fire risk assessments have been carried out

o 92.91% completion of asbestos

There were 23 outstanding asbestos reinspection surveys. Six
have since been completed and we are awaiting paperwork,
17 were aresult of contractor cancellations. All missed
appointments were rescheduled for April 2026.

o 99.62% completion of legionellarisk assessments have
been carried out

There were two risk assessments outstanding. One was
delayed due to contractor sickness, and the appointment has
beenrescheduled. The otherrisk assessment is delayed due
to works taking place which affect the water system. Arisk
assessment will be scheduled once the works are complete.

e 100% completion of communal passenger lift safety
checks have been carried out
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\ !/
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~ = | Awaab’slLaw

As part of our compliance to Awaab’s Law,
which cameinto effect on 27 October 2025,
we are actively improving the way we report
andrespond to damp and mould.

Totalinvestigationsrated as an Emergency
Hazard = 21

o Totalinvestigationsrated as a Significant
Hazard =74

 Emergency Hazard completed ontime
(24 hrs)=76%

« Significant Hazard completed ontime
(10 days)=84%

e Emergency Hazard Safety Works
completedontime =56%

o Significant Hazard Safety Works completed
ontime=40%

Significant and emergency case volumes

have now stabilised, and we expectthemto
decline as we move into spring. Out-of-scope
cases continue to fall steadily due toimproved
guidance and training.
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Resident voice

91 % Resident Satisfaction.
Our Targetis 95%

95 % Care Satisfaction

In Quarter 4 2025/26, we received 411
comments from managers: 217 from Extra
Care and 194 from Retirement Living.

Of these, were 289 positive, 46 were negative,
and 76 were neutral.

Positive feedback centred onlocal communications
(176 comments), with residents praising events,

visits, and opportunities to be involvedin decision
making. Other positive themesincluded employees
(28 comments), mainly recognising staff support;
communal areas (18 comments), new appliances and
noticeboard updates; and funding (13 comments),
highlighting use of the Resident Trust Fund and resident
led initiatives.
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Negative feedback mostly related to digital issues (13
of 46 comments), all focused on the service charge
consultation form that required a QR code, which

some residents found difficult to use. Remaining
negative comments covered a mix of themes, including
apartment concerns (five comments) and employees
(four comments).

Individual scheme reports are also available
through your scheme web page or by talking
to your local manager.

Got a question about this report? Please get in touch by emailing communications@housing21.org.uk




16

Our people

10.8

4,147

We recognise the impact sickness absence can have
on the services we provide to residents. Although our
overall absence levelis slightly above target, around
65% relates to a small number of colleagues who are
being supported through longer-term healthissues. We
continue to focus on employee wellbeing, and recent
initiativesinclude appointing a new occupational health
provider, launching our “Working SMARTer” principles,
and running a campaign to raise awareness about
hearing health.

12.7%

Q4 Performance Report (O

97%

We want to make sure all our employees have the right
skills for theirroles, and this starts with completing our
mandatory essentials training. Our compliance levels
remain steady, and any recent changes are mainly due
to refresher training being triggered as we reach the
one-year point since the updated programme was
launched. It’simportant that everyone completes their
refresher training so they stay up to date with current
legislation and operational requirements.
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Keeping your data safe

We’re continuing to make better use of Microsoft’s security tools by improving
our current setup and adding new protections for Housing 21’s data, devices,

accounts, email and web content. Our focus is on quickly spotting any

weaknesses or gaps in our technology and fixing them, which strengthens our
overall security. To support this, several key activities have been carried out:

Ongoing cyber awareness initiatives, including
coffee morning sessions and simulated phishing
exercises with results showing improved awareness.

Completed a Microsoft 365 assessment to
make sure everythingis secure, compliant and
configured correctly.

Review and update of Cyber Awareness Training
for colleagues.

Review and update of cyberincident response
documentation.

Number of unsuccessful
malicious cyberattacks:

Two

Scan the QR Code to find out more
about our Resident Privacy Policy.
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Building new homes

Total number of new properties completedin Q4

Types of property

0
s
R

158

183

183 O

£\
\J 183 Rented

24,004
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Housing 21in the news qji]))

Sources of media coverage
16 x Pressreleases

2x Reactive statements

Collectively: 28 pieces
of media coverage

In print, digital and broadcast media

Sentiment of media coverage
3x Balanced

o Update onthe closure of Ashand Oak Grange
in Knotty Ash

» Liverpoolresidents being moved out of tower
blocks before they disappear from skyline

ﬂ Want to hear more?

Toread all the latest news visit our
website and click news.

O

28 x Positive

Partnership with Churchill Living announces 300-
home development deal with Housing 21 as it eyes
affordable housing growth

Tenant Satisfaction Measures: social landlord’s
overall resident satisfactionincreases to 91%

Ground-breaking ceremony for new Extra Care
scheme in South Wootton

Partnership with Churchill Living to deliver ‘much-
needed’ social housing for older people

Development update for Extra Care scheme, Roman
Courtin Northampton

Work to restart on former Gravesend Police Station
afterupdated plans submitted by Churchill Living and
Housing 21

Ox Negative




Thank you forreading

We welcome your feedback and
questions about this report. Please
scan the QR code and complete a short
feedback survey to share your views.

OR email us: communications@housing21.org.uk

Emergency contact and repairs

e Appello emergency contact:
Tel: 0333 3216450

e National Gas Emergency Service:
Tel: 0800111999

Complaints

e Housing 21: Tel: 03031231622
enquiries@housing21.org.uk
www.housing?21.org.uk/contact-us

e Housing Ombudsman:
Tel: 03001113000
info@housing-ombudsman.org.uk

PO Box 1484, Unit D, Preston, PR2 OET
www.housing-ombudsman.org.uk

Housing )

Trustpilot

Let us know about your
experience living with
Housing 21; leave us a

review on Trustpilot.
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