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Introduction

This Asset Management Investment Strategy outlines
our strategic priorities, current approach and the future
commitments we have set to drive continuous
improvement. Providing safe, high-quality housing
through a sustainable investment programme remains
our core purpose.

Housing 21's stock consists of over 24,000 Extra Care
and Retirement Living properties, whichvary inage
profile and operate across 215 local authority areas. The
Asset Management Team work in close collaboration
with residents, operational and corporate colleagues to
ensure we provide an excellent local service, while
continuing to undertake investment projects and
achieve our overarching strategic objectives.

Our commitment to meeting all regulatory requirements
and implementing our enhanced Property Standards
ensures that our properties meet the needs and
expectations of ourresidents. We deliver a substantial
annualinvestment programme whichis informed by
comprehensive stock condition data, defined
standards, direct feedback and innovation.
Sustainability, value formoney, supporting Housing 21’s
growth ambitions and investing in our people are also
critical areas of strategic focus.

Our properties

Across 215 local authority
areasin England

Over24,000 ' Majority of stockis flats
properties within blocks ratherthan
standalone dwellings

Retirement Living
Extra Care

1960s 1970s 1980s 1990s 2000s 2010s 2020s




Strategic priorities Governance

Seven priorities have been established to align with To fully embed our strategic commitments requires
Housing 21's wider strategy. We identified key areas transparency and robust governance. A key objective
whichrequire highinvolvement from the Asset is ensuring we meet legal requirements and strive to
Management team and will have the most impact onthe achieve a position of ‘doing no harm’.

service we deliver.

We employ the following governance structure:
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The strategyis The strategy includes
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Regulatory context

We are committed to working within all relevant legislation
and regulatory requirements to ensure ourhomes are safe,
well maintained and of a high quality.

In April 2024, the Home Standard was replaced by the new
Safety and Quality Standard. This standardis setby the
Regulator of Social Housing and requires registered
providers to understand the condition of their properties
and ensure they are well maintained and safe. It mandates
that all stock meets the Decent Homes criteria, as well as
being compliant withrelated laws and regulations.These
include:

» Decent Homes Standard « Social Housing (Regulation) Act
» Housing Act 2004 2023 (Awaab’s Law)
o Homes (Fitness forHuman  Building Regulations
Habitation) Act 2018 e Procurement Act 2023
» Energy Efficiency « Building Safety Act 2022
Regulations 2015 « Homes England Funding
» Regulatory Reform (Fire Conditions
Safety) Order 2005 as
amended by the Fire Safety
Act 2021

Awaab’s Law

Awaab’s Law marks a pivotal regulatory change for
registered providersin England. Under the Hazards in
Social Housing (England) Regulations 2025, social
landlords will be legally required to investigate and remedy
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emergency and significant hazards within a prescribed
timeframes. The newregulation comesinto effectin
October 2025 and initially apply to damp and mould
hazards and all emergency repairs. In 2026 this will extend
toinclude awiderrange of HHSRS hazards and from 2027
include allHHSRS hazards, excluding overcrowding.

Asset Management will support the wider organisation to
meet the requirements of Awaab’s law:

« Continue to carry out HHSRS assessment and Stock
Condition Surveys on our schemes

« Provide technical assistance to Housing Managers
where required

« Leadonresolving severe cases of damp and mould
requiring majorimprovement works

Exceeding DecentHomes

The Decent Homes Standardis the UK Government’s
minimum technical benchmark, and we report our
performance annually using theirmethodology. We met
the standard across our stockin 2010 and introduced our
enhanced Property Standards in 2015 to exceed these
minimum requirements.

In September 2025, we participatedin the government’s
consultationto reform Decent Homes. With changes
anticipated, we will be proactive in evolving our approach
to ensure ourhomes not only meet the revised standards
but also reflect customer expectations and embrace
innovation.



1. Providing high quality properties

Ourinvestment strategy is crucial to providing high-
quality, in-demand properties, ensuring we maintain our
status aslandlord of choice inthe sector. We use arange
of approaches to shape and inform ourinvestment
programme.

Thisinvestment has never been more critical. Sector
tragediesrelating to fire safety and damp and mould
reinforce the importance of understanding the condition
of our properties, while actively listening to residents and
responding to theirneeds.

As such, we continue to invest in our stock and maintain our
bespoke property standards, whilst ensuring we respond C
to changingregulations and resident expectations.

Stock condition survey

Our Surveying team undertake a comprehensive Stock Ob
Condition Survey of 100% of our stock every 5 years.

Housing 21's stock condition survey is a detailed database
of allthe components we have across our stock, their
condition and replacement date.

Housing 21's Property Standards

Kitchens willbe replaced every 20 to 25 years,
with abackstop of 25 years

Bathrooms will be replaced every 20 to 25 years,
with abackstop of 25 years

All properties willhave an EPC rating of C
orabove

All schemes will have a digital emergency call
systeminstalled in advance of the digital
switchover

Communal areas at schemes will have design-led
decoration, which are inspected every 8-10 years
to assess condition




The stock condition data we collectis essential to shaping
the strategic direction of our assets. However, an
investment programme derived solely from stock
condition data wouldlack the necessary complexity to
ensure optimuminvestment in our assets. In addition, we
use:

e EnhancedHousing 21Property Standards

e Synchronised andintelligent sequencing of works and
modernisations

e Information provided through regular meetings with
residents and our operational colleagues to discuss the
programme

e Repairs dataforsignificant components

e Energy performance data (including SAP and KW/h)

e Remodelling and development of underutilised spaces

o Datasupplied by ourservice contractors

Our schemes are supported by bespoke business plans
which undergo regularreview. When a business plan
signals potential concerns regarding the viability of a
scheme, an options appraisal is conducted to ascertain
the optimal strategy, whetherit involves additional
investment, remodelling, or disposal.
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Design-led makeovers

We have dedicatedresources and expertise within the
team. We adopt anindividualised approach to each
project, allowing residents to have a voice before, during,
and after the works are completed. Careful consideration
is givento all aspects of our designs, including the use of
colour, contrast, lighting, décor, flooring and wayfinding.

Housing 21is a dementia-friendly organisation and our
schemes have many residents living with dementia, sight
impairment and physical difficulties. As defined in Housing
21's Dementia-friendly Design Guide, we follow
established principles to support residents’
independence and quality of life.

These standards are part of Housing 21’s corporate
dementia action planand have been adopted for
refurbishments of existing stock as well as new build
developments.

Specifications

Housing 21's investment programme centres on ensuring
that the components we install are fit for purpose and
meet residents’ expectations. Our specifications are
regularly reviewed to ensure key components are durable
and alignto the lifecycles outlined in our enhanced
Property Standards and the Decent Homes Standard.
While value for money is paramount, itis equally important
that our specifications incorporate innovation and
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produce high-quality results. Where necessary, we partner
with specialist suppliers to ensure products are suitable
for our customer demographic. We actively seek resident
involvement when reviewing specifications, especially for
the property standards, andincorporate their feedback
into our decision making.

Digital call technology

We have already made significant progressin transitioning
ourwarden call systems from analogue models and 85%
of our stock now has a digital installation. We are
undertaking a procurement exercise to deliver the
remainder and are focused on systems that prioritise two-
way digital engagement.
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Our commitment

e Complete physicalinspection of all dwellings and
continue to validate stock condition survey data

e Completeresident-ledreview of kitchens and
bathrooms specifications

o Utilise EPC datatoinforminvestment decisions

e Develop aspecification for digital emergency call
systems which promotes improved customer
influence and engagement

e Continue to deliver design-led makeover
programme, informed by residents’ needs,
preferences and contemporary trends



2. Residentinvolvement and
empowerment

Involving and empowering our residents in decision
making is essential for the continual improvement of our
Asset Management service.

Meaningful engagement

Surveyors and Operations hold annual, in-person resident
engagement meetings which centre around key topics
including quality, safety and the environment. The
meetings provide us with aforumtolistentoresidentsata
locallevel, receive feedback on performance and
suggestions for service improvements.

Residents are informed about the investment programme
through meetings and individual letters which detail the 5-
year programme. Supplementary literature, including
handbooks and guidance, are readily available. We are
continually looking at means to diversify how we
communicate with residents, aligning our approach with
Housing 21's wider engagement strategy.

Prior to any investment projects, consultations are held
withresidents so they fully understand the scope, impact
and sequencing of works.

Housing 21 Asset Management Investment Strategy

Providing choices

Providing choice is central to empowering our residents.
Prior to any new kitchen or bathroom project, they will
receive a consultation from the Surveyor and contractor.
We offer different options for fixtures, fittings and finishes
from our specification, ensuring homesreflect residents’
personal preferences and choices, while remaining
appealing to future tenants.

Forcommunal makeover projects, the Designers hold a
resident consultation and present a variety of tactile mood
boards to demonstrate different makeover options. All
residents are givenvoting slips to express their preferred
design.




Continuousimprovement

We recognise the value of resident feedback to
comprehend our customers’ unique needs, experiences
and expectations. We use feedback as atooltoinform
strategic decisions and actively seek to obtainresidents’
perspectives andideas.

Residents were instrumental to initially shaping Housing
21’'s enhanced Property Standards. Since these standards
were firstintroduced, we have continued to involve
residentsinouractivities. To gather direct, quality
feedback, we have hosted several product review days,
with supplierdemonstrations, across different regions.
The feedback provided by these focus groupsisusedto
develop our specifications.

We gather post-investment satisfaction data through a
digital survey whichis sent to local Housing Managers. Our
SeniorManagement Team have carried out
comprehensive post-investment reviews, which capture
userexperience, of key areas such as digital call systems,
makeovers and bathrooms. We will continue to enhance
our methodologies formonitoring post-investment
satisfaction and apply any lessons learned.
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Ourcommitment

e Communicate our Asset Management
Investment Strategy to residents

e Develop aresidentengagementplanin
alignment with Housing 21’s resident
communications approach and enhance our
current resources

e Surveyors willundertake annual in-person
resident engagement meetings

e Managers will conductin-depthreviews which
capture resident experience



3. Growth and modernisation

Asset Managementisinstrumental to supporting Housing
21's ambitious growth strategy.

Full modernisations

Full modernisations make a significantimpact at
transforming outdated schemes, creating quality,
desirable homes while extending the lifespan of the
scheme. These projects ofteninvolve sequencing
investment works into a single project, which minimises
disruption and offers financial savings through economies
of scale.

Site development and underutilised space
Enhanced communal spaces and additional units have
been created through developing underutilised spaces

and building extensions. All proposals are backed by a
strong business case, and we collaborate closely with key
stakeholders. Where possible, we leverage grant funding
to supports the costs of re-development.
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Acquisitions

Since 2023, Housing 21 has acquired over 2,400 units from
other providers. We are dedicated to ensuring that these
properties are refurbished to meet our Property Standards
and are brought up to the equivalent quality of the rest of
our stock.

New build developments

As we build new homes, itisimperative that we ensure a
smooth, effective handover. A collaborative approach
between the Development and Delivery and Asset
Management teams throughout all key stages of the build
is essential to achieving this. Additional support may also
be offeredin areas where we have specific expertise, such
asinterior design.

Ourcommitment

e Ensure allnewly acquired stock is brought up to
Housing 21’s Property Standards

e Provide technical expertise to support pre-
acquisition appraisals

e Sustainteamresilience, adopting an adaptive
approach toaccommodate business growth

e Attend all key milestone meetings for new build
developments
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4. Value for money

Value for money is central to our delivery objectives as we
strive to achieve the greatest return from our assets and
the best outcomes forresidents.

Procurement

Our procurement strategy isrobust and effective,
focused on achieving Best Value. We have established
severallong-term frameworks and contracts, while
maintaining high levels of competition across our supply
chains.

Componentlifecycles

Key to achieving value formoney is investingin line with our
property standards, as well as our ‘optimal time’ approach
to component replacement. This ensures that
components are not justrenewed on a simple cyclical
basis, preventing premature replacement and maximising
theiruseful life. Durability is central to our specifications to
extend the useful life of ourcomponents.

Social value

Housing 21 have made concerted efforts towards
capturing examples of social value from across the
organisation anditis now included within the annual
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financial statements. Many of our contractors have
already demonstrated good social value practice. Going
forward, we will be proactive inidentifying and centrally
recording these examples of social value related to Asset
Management activity.

Furthermore, we will work closely with our operational
colleagues to ensure that the social value offer from our
contractors has a meaningful benefit to residents and the
wider community.

Ourcommitment

e Uphold compliance with the UK Procurement Act
2023

e Strengthenourteamto ensure greaterfocus onvalue

formoney

e Benchmark and compare costs and working
practices against similar organisations

o Developinitiatives to engageresidentsin

procurement exercises and specification and
developments

e Undertake quality reviews of key components



5. Datainformed decisions

The data we collect, manage and maintain facilitates
decision making especially around the quality, safety and
sustainability of our properties. Our objectiveis to
leverage robust andreliable data to strengthen decision-
making, ensuring that our property investment strategies
are proactive, efficient, and aligned with long-term asset
performance.

FRA electronic form
(Microsoft Power Apps)

SCS electronic form
(Microsoft Power Apps)

QL Housing
System
- AssetData(properties, 3

blocks schemes)
* SCS

FRARisk App
(Power Apps/
SharePoint)

@ SIP Tracker
(Dataverse)

» AlISIP Project Data
+ FRAdata
» SCSData

Pipeline Projects Pipeline Projects

SIP Phase 2 - automation
of surveyors SIP forms
and project workflows

Ca
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The Asset Management data framework identifies key
dataincluding the source, reporting requirements,
accuracy and owner. The information we hold is regularly
validated against our asset list and reported to senior
management to review and confirm performance. We
ensure that all data collected fully meets GDPR
requirements and Housing 21data governance.

Itis critical that our models and reporting tools are fit for
purpose and accessible, enabling our colleagues to easily
locate and manipulate data for the insights they require.
While we have a dedicated team of data professionals
who support with monitoring performance, we are
committed to empowering everyone to become more
confident with using data. We will continue to work
collaboratively with the wider organisation on any shared
initiatives and to embed a positive data culture.

Ourcommitment

e Maximise asset potential using robust data and
targeting investment decisions

e Create data quality dashboards for all main data
sets



6. Sustainability

Housing 21 haslaunchedits Net Zero Carbon and
Environmental Sustainability Strategy 2024 - 2030,
detailing several Key Performance Indicators (KPIs) to
measure progress.

Recent government updates to EPC methodologies,
Minimum Energy Efficiency Standards, and heat network
and metering regulations will continue to influence our
strategic direction for sustainability.

Energy Performance Certificates (EPC)

Under the previous EPC methodology (RASAP 9.94),
Housing 21 achieved an EPC rating of C or above across
99% of its stock. In June 2025, the UK Government
introduced RASAP 10, anupdate to the EPC methodology.
The new approach has changed the evaluation criteria and
as such may change may affect our existing ratings—some
properties may improve, while othersrisk falling below a C.

We are proactively reviewing EPCs due to expire before
2030 toidentify those at risk of dropping below the
threshold. Where properties meet the C rating, we will
renew certificates to secure compliance. Where they fall
short, we will plan targeted improvements, exploring grant
funding opportunities where available.
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Minimum Energy Efficiency Standards

InJuly 2025, Housing 21 responded to the government’s
consultation onintroducing Minimum Energy Efficiency
Standards (MEES) for the socialrented sector. The
consultation proposed a three-part metric, measuring
Fabric Performance, Smart Readiness, and Heating
Systems, as the basis for MEES, alongside transitional
measures, exemptions, and implementation plans.

A separate consultation on the Home Energy Model (HEM)
is expectedlaterin 2025, which will outline grading
options for MEES compliance. Housing 21is well
positioned to meet MEES, but a thorough understanding
of the HEM criteria will be essential to assess its alignment
with EPC requirements.

Giventhe potential future transition to HEMs, we will
continue to remain mindful over our investment, ensuring
we appropriately balance EPC gains, cost and disruption
toresidents. We alsorecognise that actual energy
consumption by ourresidentsis oftenlowerthan EPC
assumptions, and this willinform our strategic approach to
energy efficiency upgrades.



https://goheretoenter.sharepoint.com/Shared%20Documents/Forms/AllItems.aspx?id=%2FShared%20Documents%2FStrategy%20hub%2FEnvironmental%20Sustainability%20Strategy%2Epdf&parent=%2FShared%20Documents%2FStrategy%20hub
https://goheretoenter.sharepoint.com/Shared%20Documents/Forms/AllItems.aspx?id=%2FShared%20Documents%2FStrategy%20hub%2FEnvironmental%20Sustainability%20Strategy%2Epdf&parent=%2FShared%20Documents%2FStrategy%20hub

Heat network and metering regulations

Housing 21 operates heat networks (communal heating
systems) across a third of its stock. By April 2027, housing
associations mustregister with Ofgem and meet new
standards to remain authorised. Additionally, heat
metering regulations are underreview.

The heat network regulatory regime will cover awide range
of topics, including:

« Reporting to Ofgem, monitoring and enforcement

« Pricingregulation

« Complaints andredress

« Metering, billing and service charge reform

« Debtmanagement and protections forvulnerable
consumers

« Provisionof information to residents

« Compensation

Housing 21 will be required to record controller settings to
ensure minimum and maximum heat outputs. As our heat
networks are often set higherthan designed due to
residents’ needs and preferences, formal heat
agreements will assistin clarifying obligations and support
consistent, efficient heating delivery. While Operational
and Finance teams will lead with ensuring compliance with
the new regulations, Asset Management will proactively
support with any building-related requirements.
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Piloting new technologies

We are continuously researching low carbon heating
solutions and, following comprehensive appraisals, have
trialled several new technologies. However, these systems
often come with compromises including greater
disruptiontoresidents, increased installation costs, higher
costs of use and more complex system controllability.
Many low carbon technologies depend on grant funding to
be viable, and we continue to pursue available
opportunities.

Ourcommitment

e Undertake comprehensive review of Housing
21’s EPC positionunder RASAP 10 methodology

e Developinvestment plans for schemes below
EPC C (RASAP 10), compliance with MEES and
HEM, leveraging grant funding where possible

e Supportthe wider organisation with ensuring
compliance with heat network regulations



/. Investing in our people and culture

Our people are pivotal to the quality of the service we
deliver, and we have a strong appreciationforthe role they
play in delivering our strategic priorities.

Housing 21is anInvestorsin People Platinum organisation
and, as a specialist technical team, we will continue to
investin ourteamto ensure all our people are equipped
with the necessary knowledge, skills and tools for their
roles.

Engaging and listening to ouremployeesis valuable to
promoting a positive team culture. We value inclusivity and
use avariety of forums, including employee survey results,
to ensure everyone’svoiceis heard and theirideas are
considered.
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Ourcommitment

e Develop aninduction plan fornew employees,
including signposting to Housing 21’'s employee
resources and benefits which support
wellbeing

e Review and develop training plan fornew and
existing employees, ensuring allemployees are
trained to meet regulatory requirements

e Automate core business processes, reducing
the need for manualintervention

e Maintain a positive culture through regional in-
person meetings and national events, including
recognition and reward opportunities

e Participateininterdepartmental events to
promote cohesive working

¢ Maintainanup-to-date succession plan
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2025/29| 2030/34| 2035/39 2040/44 2045/49 2050/54

RL Programme 23,307,325 28,393,457 23159316 24,813,249 18107213 17,997,021
EC Programme 7126693 12,447,332 15,641,407 15280,922 17,869,089 9,897,251
Acqusition 6,327,527 2954813 5651463 4,297,807 4808287 6488970
Total 36,761,545 43,795,601 44,452,185 44,391,978 40,784,590 34,383,243
down by business stream. SmoothRL&EC&Acq 42,377,378 42,960,518 42,700,271 40,375,890 40,572,908 40,081,095

Business plan

The table and graph demonstrates
ourinvestment programme broken
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25.0m
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2025/29 2030/34 2035/39 2040/44 2045/49 2050/54
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Actionplan

Providing high quality properties

Commitment Q4 Q1 Q2 Q3 Q4 Q1 Q2
(25/26)  (26/27)  (26/27)  (26/27) (26/27) (27/28)  (27/28)

Complete physicalinspection of all Ensure we

dwellings and continue to validate stock targot to

condition survey data achieve

by Q4
Completeresident-ledreview of kitchens
and bathrooms specifications

Utilise EPC datatoinforminvestment .
decisions Ongoing
Develop a specification for digital
emergency call systems which promotes
improved customerinfluence and
engagement

Continue to deliver design-led makeover .
programme, informed by residents’ needs, Ongoing
preferences and contemporary trends

Resident involvement and empowerment

Commitment Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2
(25/26) (25/26) (26/27) (26/27) (26/27) (26/27) (27/28) (27/28)

Communicate our Asset Management Eg}lo“”ew

Investment Strategy toresidents template

Develop aresident engagement planin
alignment with Housing 21's resident
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communications approach and enhance our
current resources

Surveyors willundertake annual in-person
resident engagement meetings

>

sperlocalarrangements

Managers will conduct in-depth reviews
which capture resident experience
Growth and modernisation
Commitment

Ensure all newly acquired stockis brought
up to Housing 21's Property Standards

Provide technical expertise to support pre-
acquisition appraisals

Sustainteamresilience, adopting an
adaptive approachtoaccommodate
business growth

Attend all key milestone meetings for new
build developments
Value formoney
Commitment

Uphold compliance with the UK
Procurement Act 2023

Q3
(25/26)

Q3
(25/26)

Q4 Q1 Q2 Q3 Q4 Q1 Q2

(25/26) (26/27) (26/27) (26/27) (26/27) (27/28) (27/28)

As perdeadlines determined by Housing 21's acquisitions and
new build development programme.

Q4 Q1 Q2 (OK] Q4 Q1 Q2

(25/26) | (26/27) (26/27) (26/27)

Ongoing

(26/27) (27/28) (27/28)

Strengthen ourteam to ensure greater
focus onvalue formoney

Benchmark and compare costs and working
practices against similar organisations
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Developinitiatives to engage residentsin
procurement exercises and specification
and developments

Undertake quality reviews of key
components

Datainformed decisions

Commitment

Maximise asset potential using robust data
and targeting investment decisions

Q3
(25/26)

Annual
exercise

Annual
exercise

Q4 Q1 Q2 Q3 Q4
(25/26) (26/27) (26/27) (26/27) (26/27)
Ongoing

Q1 Q2
(27/28) (27/28)

Create data quality dashboards for allmain
data sets

Automate stockinvestment project delivery

Sustainability
Commitment

Undertake comprehensive review of
Housing 21's EPC positionunder RASAP 10
methodology

Q3
(25/26)

Q4 Q1 Q2 Q3 Q4
(25/26) (26/27) (26/27) (26/27) (26/27)

Q1 Q2
(27/28) (27/28)

Develop investment plans for schemes
below EPC C (RASAP 10), compliance with
MEES and HEM, leveraging grant funding
where possible

Support the wider organisation with
ensuring compliance with heat network
regulations

As perHousing 21’s requirements
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Investing in our people and culture

Commitment Q3 Q4 Ql Q2 Q3 Q4 Q1 Q2
(25/26)  (25/26)  (26/27)  (26/27)  (26/27)  (26/27)  (27/28)  (27/28)

Develop aninduction plan fornew
employees, including signposting to
Housing 21's employee resources and
benefits which support wellbeing

Review andre-develop team training plan
fornew and existing employees, ensuring all
employees are trained to meetregulatory
requirements

Maintain a positive culture through regional National National
in person meetings and national events, event event
including recognition and reward
opportunities
Participateininterdepartmental events to
promote cohesive working Asperarrangements

Maintain an up-to-date succession plan Review Review

Automate core business processes, As per Business
. . . Systems’ schedule
reducing the need for manual intervention




