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Heat Networks – Resident Information Sheet
Updated September 2026

Heating your home: one simple standard for comfort
Fair. Efficient. Comfortable.

Your home is on a shared Heat Network
· We are providing this document because your home receives heating through a shared heat network.
· A heat network is a system that supplies heat to more than one home. It can be as small as one boiler providing heat to two properties.

Providing a standard minimum temperature
· Our aim is to maintain a minimum temperature of 21°C (70°F) across Housing 21 schemes.
· This helps us provide consistent and comfortable heating for residents.
· If residents would prefer a higher minimum temperature, this can be discussed and agreed through the Choice and Consensus process. 
· We have chosen 21°C as a minimum because trusted organisations, including Age UK, recommend this as a safe and healthy temperature for the home. 
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
As part of our approach to providing comfortable communal heating we aim to deliver an appropriate minimum 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.
External weather conditions will affect the temperature.
External factors such as spells of extreme hot weather will impact temperatures in the building. During these times your building may experience higher temperatures.
Why 21°C (70°F)?
21°C (70°F) 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.
Can I opt out?
Communal heating is managed as a whole system, so individual homes can’t opt out of the approach to a minimum standard temperature. This is to ensure efficiency, safety, fairness for all residents. 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 minimum temperature?
Residents who would like a higher temperature can agree an alternative through the Choice and Consensus process. Choice and Consensus helps ensure that decisions reflect the views of all residents. 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.
If a higher temperature is actioned, we need to consider the risk of overheating. Setting the minimum temperature too high could make homes uncomfortably warm during milder weather.
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 will I notice?
You may notice:
· More stable temperatures throughout the day
· Less overheating in corridors or communal areas
· More consistent heating between flats
Hot water temperatures will not change or be affected.
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
If you rely on portable heaters because your home is too cold, please report it to your local manager.
How can I make a complaint?
You can make a complaint to us verbally, in writing, or via email.
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. Or we have the following 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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