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Heat Networks – Resident Frequently Asked Questions
Updated July 2026

Heating your home: one simple standard for comfort
Fair. Efficient. Comfortable.
At a glance (what you need to know)
· Setting a standard temperature: communal heating is set to deliver around 21°C in your main living space, without going significantly above or below. We will offer opportunities to consult with you to ensure this feels right.
· What you may notice: your home may feel cooler if it was previously very warm although many residents won’t notice any change.
· If you feel too cold or too hot: check your thermostat once, then contact your Local Manager so we can take readings and act if needed.
· Medical needs: if you need a warmer home for health reasons, speak to your Local Manager so we can consider reasonable adjustments.
· Setting one standard supports new regulations including heat network regulations and Awaab’s Law (Overheating) and the need to provide consistent, safe heating.

Background Information
Heat networks supply thousands of homes and non-residential buildings across the UK with heating and hot water. Around two thirds of all heat networks are owned or managed by social landlords, often using a shared or communal boiler system.
If your heating or hot water comes from a shared boiler, you are part of a heat network.
What is changing?
New regulations for heat networks came into effect on 27 January 2026. From this date:
· Housing associations operating heat networks are treated as regulated energy suppliers.
· Ofgem is now the regulator for heat networks.
· Residents now have access to the Energy Ombudsman for dispute resolution.
More information is available on the Ofgem website.

What this means for you
Until now, there has been no single standard for the temperature landlords should provide. This meant some buildings were heated above the intended level, wasting energy and increasing costs.
Under the new regulations, communal heating systems will be set to deliver an appropriate room temperature in your main living space, without going significantly above or below this level.
The exact controls will vary by building, but the aim is to provide a consistent, healthy, and efficient indoor temperature.
You may notice your home feels cooler if your building was previously overheated. If your system was already running efficiently, you may not notice any change. Please be aware that there are external factors that are outside of our control such as spells of extreme hot weather. During these times your building may experience high temperatures.
Why 21°C?
21°C is widely recommended as a healthy and comfortable indoor temperature. It helps reduce the risk of cold-related illness and supports overall wellbeing.
This guidance is supported by:
· Age UK
· The Met Office
· CIBSE (Chartered Institution of Building Services Engineers)
These organisations highlight that around 21°C is a safe and comfortable level for most living spaces.
What if I feel too hot or too cold?
Even if your home is at the correct temperature, you may still feel your home is too hot or too cold. If that happens, follow these steps:
Step 1: Check your thermostat (once)
Set it to your preferred temperature (typically around 21°C for the main living space). Avoid frequent adjustments, set it and allow time for the system to respond.
Step 2: Contact us to check the temperature
Speak to your Local Manager and ask for a temperature check. We will visit your home and offer advice and guidance. We may ask you to open/close windows and make other recommendations to help stabilise the temperature. We may take readings in:
· Your lounge
· Your bedroom
· Your bathroom
If temperatures are below the required standard, we will take corrective action.
Step 3: What we’ll do if your home is too cold (confirmed by readings)
If readings confirm your home is below the required temperature:
· We will investigate the heating system.
· Repairs or adjustments will be made.
· In prolonged cases, temporary heating may be provided.
· You will be kept updated throughout.
Can I opt out?
Communal heating is managed as a whole system, so individual homes can’t opt out of the agreed building standard. This is to ensure efficiency, safety, fairness for all residents, and regulatory compliance. If you have health-related needs for higher temperatures, please speak to your Local Manager so we can consider reasonable adjustments.
What if I disagree to the standard temperature?
Residents who would like a higher temperature can agree an alternative through the Choice and Consensus process. The minimum temperature of 21°C has been chosen because organisations such as Age UK recommend it as a safe and healthy temperature for older people, making it a sensible standard for us to adopt.
Choice and Consensus helps ensure that decisions reflect the views of all residents, rather than being influenced by a small number of people. If only a few residents would prefer a higher temperature, it may be more cost-effective for those individuals to use portable electric heaters rather than increase the heating across the entire scheme.
With outside temperatures often reaching 30°C in Summer, it can be difficult to judge how comfortable 21°C will feel. We encourage residents to experience the new settings during the Autumn before deciding whether changes are needed. If you feel the temperature is too low, you can raise this through Choice and Consensus and we will work with you to review the settings.
We also need to consider the risk of overheating. Setting the minimum temperature too high could make homes uncomfortably warm during colder months and make it harder to keep temperatures comfortable during milder weather.
Is this a cost-cutting exercise?
No. The changes are driven by:
· New heat network regulations
· Awaab’s Law (Overheating)
· The need to provide consistent, safe heating
Any fuel savings achieved through improved efficiency are passed directly to residents and reflected in your utility charges.
How will this affect my heating charges?
Your charges depend on:
· The cost of fuel
· How efficiently the system operates
· Whether your building uses individual heat meters or a shared cost model
You may see savings if:
· The system uses less energy
· Fuel prices fall
· Efficiency improvements reduce waste
Charges are reviewed annually and shown in your service charge breakdown.
What changes will I notice?
You may notice:
· Radiators feeling cooler to the touch
· More stable temperatures throughout the day
· Less overheating in corridors or communal areas
· More consistent heating between flats
Hot water temperatures will not change.

What if I have medical or personal needs requiring higher temperatures?
If you have a medical condition or vulnerability that requires a warmer home:
· Speak to your Local Manager
· You may be asked for supporting information (e.g., a GP note)
· We will assess reasonable adjustments on a case-by-case basis
Can I use portable heaters or coolers?
You can use your own portable heaters or fans, but please note:
· They increase your electricity costs
· They should be used safely and according to manufacturer instructions- be mindful of trailing leads and take care not to overload sockets
· They should not be used to override thermostat settings

We would recommend fan or oil heaters. Please ask your local manager about the Helping Hands Fund if you need support to purchase a heater. 
If you rely on portable heaters because your home is too cold, please report it to your local manager.
How are residents being involved?
We are engaging with residents through:
· Letters and newsletters
· Resident Engagement Groups
· Annual engagement meetings
· FAQs and guidance
· Explainer videos
· Coffee mornings and drop-in sessions with surveyors and managers
What happens next?
Local Managers will receive guidance and support to help residents understand the changes.
You will receive ongoing communication as a heat network resident.
If you report being too hot or too cold, we will take temperature readings and act based on the results.
How can I make a complaint?
You can make a complaint to us verbally, in writing, or digitally. 
We aim to resolve your complaint to your satisfaction, but we know that this is not always possible. If you are dissatisfied, but we believe that we have done everything we can to come to a resolution, then we will issue a ‘deadlock letter’.    

If you receive a deadlock letter, or if you remain unhappy with our response after eight weeks of your complaint being raised, you can escalate your complaint to the Energy Ombudsman for independent review. 
You can seek independent support from Citizens Advice at any time.
How can I contact you?
Speak to your Local Manager first.
Other contact options:
· Email: feedback@housing21.org.uk
· Telephone: 0303 123 1622
· Post: FAO: Heat Networks, Tricorn House, 51–53 Hagley Road, Birmingham, B16 8TP
Emergency heating issues (out of hours): Call the usual emergency repairs number provided for your scheme.
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