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Welcome to our 2024/25 Customer annual report

This is where we review our performance as your 

landlord over the past year, and highlight our 

priorities for the future.

We’ve worked hard to improve the services you 

receive by acting directly on your feedback. You told 

us we need to improve our response times, so we’ve 

invested in our repairs and complaints teams. 

We know there’s more we need to do to make sure 

every repair and complaint is handled promptly 

and effectively, but we hope you’re already seeing 

the benefits of these changes. Response times are 

improving, and we’re committed to building on this 

progress.

We also understand how important it is to reach us 

easily. The investment we’ve made in our contact 

centre has already led to shorter call waiting times 

and faster responses to emails, making it easier for 

you to get the support you need.

This report also shows how we’re meeting our 

responsibilities as a social landlord, working to 

provide safe, high-quality homes and build stronger 

communities. By expanding our neighbourhood 

team, we’re working hard to be more visible and 

better placed to offer help where it’s needed most. 

Your safety remains our top priority. We’ve continued 

to invest in your homes by carrying out essential 

repairs, modernising kitchens and bathrooms, 

improving energy efficiency with insulation and 

heating upgrades, and ensuring building safety 

standards are consistently met.

Looking ahead, we’ll continue to focus on the 

areas you’ve told us matter most, 

making sure we build on these 

improvements to provide 

services that work for you.

Nigel HopkinsNigel Hopkins
Nigel Hopkins, Chair, mhs homes 
group

The figures in this report relate to the mhs 
homes group. Separate figures for Heart 
of Medway, which is part of the group, are 
included on page 8.

2024–25 highlights

How you think

we’re doing
Every year, we ask customers to take part in surveys set 

by the Regulator of Social Housing. These surveys help 

us understand how satisfied you are with your home 

and how you feel about mhs homes as your landlord.

Your overall satisfaction with  
the service provided by us…

78%
Read the full report at mhs.org.uk/tsms

£35 million 
invested in your homes

34,000 
repairs completed

58,400 
calls answered

38% of lettings went to 
homeless households

£69,428 in grants 
through our Customer 
Support Fund

134 homes 
completed, with  
102 more underway

This year we 

welcomed 921 

new customers 

into their homes
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Improving your homes

We want everyone to live in a home you can be proud of. 

This year we invested a total of £35 million into improving 

our customers’ homes, including:

Your safety is always our top priority. That’s why we 

carry out regular inspections and make important fire 

safety improvements across our buildings.

This year, we’ve inspected  
58 buildings and made upgrades in:

147 communal areas

973 individual homes

We invested  

£1.7 million  
in fire safety

202 
new 

bathrooms

209 
new 

windows

263 
new 

doors

79 
roof 

repairs

External repairs 
and painting: 
975 flats and 
528 houses

299 
new kitchens  

installed

Keeping you safe
Damp and mould
We know how important it is to keep homes warm, 

dry and healthy. That’s why we’ve made changes to 

improve the way we deal with damp and mould:

•	 New tracking system so we can monitor cases 

more easily

•	 Mobile inspection app allowing repairs to be raised 

instantly while we’re at your home

•	 More inspections each day so issues can be fixed 

more quickly

•	 Pilot project with heaters in communal areas of 

certain blocks to help prevent damp and mould 

before it starts.

1492 cases of damp  
and mould resolved

Our kitchen and bathroom team showed exceptional care while installing a new 

kitchen for a customer living with dementia.

With no family support and having recently lost her best friend, the customer relied 

on post-it notes to help her remember important information. The team adapted to 

this method, using post-its to remind her of names and details of the work. 

They helped the customer clear her cupboards and sort through groceries to 

remove expired items. They then washed her crockery and cutlery, returned food 

and belongings to the new cupboards, and explained the changes. 

To provide reassurance, the team left a note with details of the work and contact 

information should the customer need further support.

Customer stories

Customer 
feedback
We want every resident to have a real voice in the 

safety and management of your home. We're here to 

understand your needs, preferences and concerns so 

we can support you in the right way.

“Would like to say a very big thank you 

to the team for the effort made for my 

daughter. She's back home in her flat 

and happy to return.”
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Managing your repairs
Our teams work hard to keep your homes in good 

condition, but we know you sometimes wait longer 

than you should for repairs. 

To fix this, we’ve grown our repairs and home 

improvements team so we can reach you more quickly.

Read more in our 
Environmental, Social and 
Governance report which 
measures how we are 
meeting our responsibilities 
towards the environment, 
our people and the 
communities we serve.

We’ve also looked at how we work to cut down on 

missed appointments.

And we’re launching a new service that links us with 

trusted local contractors. This means faster response 

times, more flexible appointments and a better overall 

experience for you.

We completed 

68% of repairs  
on time 

Meeting housing standards
We want every home to be safe, comfortable and well 

looked after. To make sure of this, we follow the Decent 

Homes Standard – a set of rules from the government 

about what good quality housing should be.

We regularly check your homes against this standard. 

If any don’t meet it, we do the work needed to bring 

them up to the right level.

99% f homes 
meet the Decent 
Home Standard

Through our planned maintenance programme, we’ve 

made improvements to help keep customers’ homes 

warmer, more comfortable and more energy efficient.

In 2024-25: 

•	309 homes received new double-glazed uPVC 

windows 

•	253 homes had external composite doors 

installed 

•	514 boiler upgrades were carried out

Over the next three years, we’re 
improving homes that are less 
energy efficient using funding 
from the UK Government’s Warm 
Homes Fund.

Improving energy efficiency

79% 79% of homes 
at EPC or above

This year, we 

completed 

34,000 repairs

We spent  

£35 million 
on repairs

Adapting our services to meet your needs
Many of our customers and the people they live with have conditions or experiences that 

can affect their daily lives. 

We ask you to tell us about your individual needs, so we can adapt our services to make 

sure everything is safe and comfortable for you.

“My son has autism and specific sensory needs so I was concerned 
when some repairs were being carried out in our home. The team 
were amazing and told me every time they needed to drill or make 
noise so I could apply ear defenders to my son’s ears. Thank you!”

Customer stories
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Sometimes you need to speak to us directly, but 

you told us it wasn’t always easy to get through. 

At the end of last year, we invested in our contact 

centre so we can deal with your queries more 

quickly and make it easier for you to reach us.

When things go wrong, we want to put them right. You’ve 

told us we need to improve how we handle complaints, 

and we’ve taken real steps to do better including:

•	 Plans for a dedicated complaints team

•	 Tracking systems to monitor every complaint and make 

sure we follow through until it’s resolved

•	 Regular performance updates so you can see how 

we’re doing.

Looking after your neighbourhoodRespectful and helpful engagement

Emails responded to 
within three days:

76%
(compared with 64.5% 

the previous year)

With a bigger team to manage your enquiries, call wait times 

have gone down and we’re responding to emails faster.

The figures below are from March 2025 and show the 

progress we’re making.

Putting things right

90% of your 
calls answered 

on time

Average time waiting 

2:47 minutes
(compared with 12:35 minutes the 

previous year)

We’ve answered 

58,400  
calls over the 

last year

We care about keeping your neighbourhoods tidy and safe. 

We understand how upsetting anti-social behaviour (ASB) can be and our 

priority is to protect victims.

We’ve reviewed our approach and through our strong relationships 

with local partners, we’re working hard to create safer, more peaceful 

neighbourhoods. 

This year, we addressed 170 ASB cases within our communities.

70% Complaints 
responded to within 
target time Tackling anti-social behaviour

We’re committed to building places where people 

can thrive. This year, our teams have run and 

supported a wide range of local activities, helping 

to bring people together and strengthen our 

communities.

This year, we received 986 
complaints, and 195 of these  
were escalated to stage 2 for 
further review.

From refurbishing and decorating a local nursery, to 

fitting a defibrillator at a community hub, supporting 

local arts projects and flying the flag as a sponsor 

of Medway Pride – we’ve been at the heart of 

community life.

This includes removing 

1,150 tonnes of waste!

By improving the way our estates and 
caretaking teams work, we completed  

23,736 jobs – a 42% increase  
on the previous year
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Working to end homelessness
We run projects for young people 
experiencing homelessness. Together 
our three Foyers are home to 65 young 
people.

We want you to help shape the way we do things.

From taking part in surveys, to running checks on our 

services, or being a customer representative for your 

estate, there are lots of ways you can get involved.

Our Customer Scrutiny Panel plays a vital role in making 

sure we deliver the best possible services. 

They carry out independent reviews to look at what’s 

going right and what needs to change. 

This year, the scrutiny panel have looked at gas 

servicing, customer journey and home aids and 

adaptations.

Helping when

things are difficult
We’re proud to be more than just a landlord. Alongside 

providing homes, we work with charities and partners 

to make sure our customers get the right support when 

they need it.

Our teams have supported customers with financial 

difficulties, safeguarding concerns and health issues, as 

well as urgent situations such as anti-social behaviour 

and domestic abuse. 

We’re proud to lead a scheme, run by the Kent Housing 

Group, that helps individuals and families escape 

domestic abuse and find safe, long-term housing.

Since the scheme began, we’ve already helped seven 

individuals and families move away from abuse and 

into homes where they can feel safe and start again.

£69,428 awarded 
in grants through our 
Customer Support Fund

£21,000 raised for 
a local charity to help 
tackle poverty

Driving improvements together

To find out more about getting involved, contact our friendly team at customerexperience@mhs.org.uk

162 
customers working 
across our 
engagement groups

“We can be part  

of the changes  

we want to see.”

Laurence,  estate champion

<< This year, we’ve been working hard to improve 

the experiences of homeowners including 

holding a conference to understand what 

matters most to you and what needs to change.

Your money and how we spend it

This year, 19 Foyer 
residents are starting 
college and one is 
starting university

Helping you stay independent  
at home

By reviewing our aids and adaptations 
service, the scrutiny panel helped us 
identify improvements that will make a 
real difference.

We now offer stronger support throughout 
the process, advocating for our customers 
to get the changes you need to make 
your home easier, safer and more 
comfortable to live in.

38% of our lettings 
went to homeless 
households

How every £1 was spent in 2024/25

18p

10p

6p

17p

49p

20p

26p

8p

14p

33p

◼ Paying interest on loans to build new homes    ◼ Investment in new homes  

◼ Covering service charge costs    ◼ Managing our homes    ◼ Investment in current homes

mhs  
homes

Heart of  
Medway

mhs homes is a housing charity and Heart of 

Medway is a not-for-profit housing association. 

This means all the money we receive goes back 

into your homes, new homes and services.

We hope this report has been useful in 
understanding how we’re performing as your 
landlord, and how we’re listening to you. If 
you have any feedback on what you’d like 
to hear more about, or you’d like to join 
a group looking at our communications, 
please email communications@mhs.org.uk
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Heart of Medway highlights

£3 million 
invested in your homes

102 new homes for 
rent

£4,831 in grants 
through our Customer 
Support Fund

3,069 repairs 
completed

46% of lettings went 
to homeless households

Your overall satisfaction 
with the service we 
provide:

 68%

Improving your homes

14 kitchens

5 bathrooms

64 new boilers

Keeping you safe

We invested £400,000  
in fire safety

141 cases of damp and 
mould resolved

We tackled 20 cases of 
anti-social behaviour

Meeting housing 

standards

99.8% of homes meet the 
Decent Homes Standard

Managing your 

repairs

We spent £3 million on 
repairs

We completed 68% of 
repairs on time

Driving 

improvements 

together

15 Heart of Medway 
customers working 
across our engagement 
groups


