


Welcome to your Annual Report

Welcome to the Stevenage Borough Council Tenant and
Leaseholder Annual Report for 2025-26.

This report sets out how
our housing services
have performed over
the past year, what

we have delivered for

residents, how we have Clir Loraine Rossati  Clir Coleen De Freitas
responded to feedback, Cabinet Member for Cabinet Member for Skills,
and what we will be Housing Economy, Tenant Engagement
focusing on next. & Young People

Our priority is simple:
to provide safe, good-quality homes and
services that you can rely on.

WE WANT YOU TO:

O

Feel safe in Be listened See real improvements
your home to from your feedback
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Thank you to everyone who took part in surveys, shared feedback, raised concerns
or made complaints. Your views help shape improvements to our services and
ensure we focus on what matters most to you.












Your Feedback In Action

We are committed to listening to all customer feedback and using it to improve
our services. Here are some of the changes we have made and the work we are
continuing as a result of what you’ve told us:

YOU SAID, WE DID

You said: Repairs take too long

and lack clarity

We did: Updated our Repairs and

Maintenance Policy so it clearly sets

out how quickly we respond:

e Emergency repairs within 24 hours

¢ Urgent repairs within 5 working
days

¢ Routine repairs within 20 working
days

YOU SAID, WE’RE DOING

You want confidence in the future
of your building

We have completed tower blocks
options appraisals to help us
understand long-term investment
needs and ensure homes remain safe
and meet modern standards. We are
now reviewing the findings and these

are being considered by our Senior
Leadership Team to inform future
decisions.

You said: Complaint responses
need to improve
We did: Introduced a new complaints
handling system to:
Automatically acknowledge and
track complaints
Capture customer feedback after
each case
Improve reporting so we can
better identify trends and learn
from complaints to drive service
improvements
This has helped us respond faster
and improve satisfaction

You want clear standards for new homes
¢ Reviewing and developing our Lettable
Standard with tenants, so everyone
knows what to expect when moving

into a council home.

This work links to our Voids Management

Policy, which ensures homes are:

e Safe, clean and meet required
standards before letting

e Turned around quickly while
maintaining quality

e Continuously improved using tenant
feedback




Keeping you safe

We want you to feel safe in your home.

This year:
* 2015 emergency repairs
completed, of which 99% were
completed within 24 hours’

Damp and Mould Improvements

Following your feedback,we have
improved how we deal with reports of
damp and mould in our properties, to
help keep you safe.

* 100% of safety checks

completed: This means:

» Gas Safety * Faster inspections
» Fire safety * Clear timeframes
» Water safety * Better follow-up

» Asbestos safety

» Lift safety

Our New Approach to Dealing with Damp and Mould,

When a tenant contacted us to report an issue with her kitchen floor, we acted
quickly to make sure she had somewhere safe and comfortable to stay while we
put things right. We kept in touch with her and her family throughout, so they
always knew what was happening.

While repairing the kitchen, we also carried out a full check of the home. This
meant we could sort out damp and mould, complete safety checks and make
other improvements at the same time.

All the work was finished before the tenant returned. Her family told us they’ve
noticed a real difference in how she feels now she’s back in a safer, healthier
home.

Reviewing our
jobs more closely

We’re taking
this approach
across all our

homes by:

Keeping
residents better
informed

Responding
faster to damp
and mould

to check that
works have been
completed.







Growing Our Supply of
Affordable Homes

We are committed to increasing the
number of council-owned homes at
social and affordable rents to meet the
growing need in Stevenage. By the end
of the year, 289 homes were being built
and 250 more were in design, helping
us move closer to our target of 1,000
new homes by 2030.

Major Refurbishment Contract
(MRC)

Our MRC, improving blocks of flats
across the town, is nearing completion.
The outstanding works at a small
number of blocks is expected to be
completed by winter 2026/27.

We are working with our contractors
to finalise costs and prepare bills for
completed works, helping to bring this
contract to a close.

Cyclical Maintenance Contract

A key milestone for the year ahead is
appointing contractors to deliver our
new cyclical maintenance programme.
Once in place, the programme will be
rolled out across our buildings to help
keep them safe, well maintained and in
good condition.

Works will include:

¢ Replacing floor covering

e Carrying out decorations

e Completing small repairs to keep
your homes safe and in good
condition

Aids and adaptations

We have supported tenants to remain
living independently in their homes by
delivering a range of adaptations, from
minor works such as grab rails and
ramps to more complex installations,
including through-floor lifts and level
access showers.

With your help, we have identified ways

to reduce waiting times and improve
value for money in the year ahead.

£1 million

iInvested
last year

521 adaptations

completed in

488 homes






Complaints and Feedback

Complaints help us to understand where

current services need to be improved.

Over 700

complaints received
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Common issues that you have told us

about include:

¢ Not doing repairs as quickly as would
be expected

¢ Not keeping you informed about
when repairs and other works are
being done

¢ Not being clear about what is
happening after you have contacted
us about various services

750+ !0
= involved
in four service scrutiny reviews

Getting involved

We are committed to widening
opportunities for residents to influence
decisions and service improvements.

Thousands of residents helped shape
services this year:
e 750+ tenants involved in four service
scrutiny reviews
Feedback surveys
¢ Neighbourhood focussed events

We also moved to a web-based
version of our quarterly Housing
Matters newsletter:

e Easier to read on phones and tablets
e Timely access to updates anytime

In the year ahead we’ll be:
Publishing flat-block specific
newsletters for high-rise residents

e Setting up a Scrutiny Group so
residents can review services and
suggest improvements

e Running Summer Estate Days where
residents, staff and partners come
together to tidy shared spaces, share
ideas and build community

e Continuing to offer you the
opportunity to tell us about your
experience as a resident
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