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Welcome to this years Tenants Voice Report. It’s to show how Eden Housing Association
has listened to your voices over the last 12 months, and how sharing your views has made

a difference for all tenants. From survey results to more in-depth feedback, we aim to
listen and make changes where we can.

What you think of our services 2025/2026*
629 of 1,666 of our households said:

88% of you are satisfied 85% are satisfied with 81% are satisfied that we
with our services your last repair keep you informed

86% are satisfied with the
time taken to complete
your last repair

87% think your homes
are well maintained

92% say you are treated
with fairness and respect

80% are satisfied we 66% are satisfied
listen and act upon your with how we manage
views complaints

90% think your home is
safe

80% are satisfied with the | 77% are satisfied with | 76% are satisfied with our
condition of communal | our contribution to your | approach to anti-social
areas neighbourhoods behaviour

How your voices were heard 2025/26*

307 of you have shared | You've influenced 7 areas | 629 of you took part in
your opinion via surveys of our service our Tenant Census Survey

1 of you was recruited
to our Board and
our Operations and
Consumer Committee

You have made 17 31 of you have made 14
recommendations via | changes via our Forgotten
Scrutiny Taskforces Repairs Taskforce review

8 of you joined our new
Safe and Quality Homes
Panel

Our Scrutiny Audit Panel
instructed 2 reviews

50 of you helped
scrutinise 2 key services
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What’s Inside?

Scrutiny Taskforces

‘Forgotten’ Repairs Taskforce actions
ASB Communication Taskforce actions
So what? Consultation actions
Page 9-10 What have our Panels been up to?
EHA’s Engagement Structure — How we hear your voices

Get involved! EHA’s Menu of Involvement and application

Scrutiny Taskforces

A Taskforce’s aim is to review an area of service over a set time-period, looking
at strengths and weaknesses — then making recommendations for improvement.
This year, you formed 3: ‘Forgotten’ Repairs (May 2025) and ASB Communication
(November 2025), Tenant Engagement Service (due for completion June 2026).

50 tenants fed into 18 recommendations to be actioned by our teams.

So far this year, we’ve completed 12 actions for improvement across these 2
areas:

‘Forgotten’ Repairs

9 taskforce members 14
31 views represented Recommendations

ASB Communication

3 taskforce members 4
19 views represented Recommendations

So, you’ve told us what you think, and suggested improvements... but what have
we done about it? Here are the things we’ve completed so far:




‘Forgotten’ Repairs

You should improve the quality of
information shared with contractors,
to make sure the right trade and
equipment is sent to each repair.

When we report a repair, the
contractors should contact us to
arrange an appointment in a timely
mannetr.

When we make an appointment, we
should get reminders beforehand.

If I don’t answer straight away, |
shouldn’t just get a calling card and
cancelled job.

You need to simplify the MyAccount
repair logging process.

It would help diagnose repair issues
if we could send you photographs.

You need to make sure repairs are
logged accurately, so contractors
can diagnose and fix problems more
efficiently.
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We’ve improved the level of information and detail
on each job ticket, so contractors have a clear idea of
what’s needed for each repair — this helps to reduce
delays and achieve a first time fix where possible.

We improved our contractor Code of Conduct to set
out expectations of contacting tenants to arrange
appointments.

If text is your preferred communication method, you’ll
also now receive confirmation texts and reminders for
appointments for some types of repairs.

We introduced appointment slots for certain repairs
this year. If text is your preferred communication
method, you’ll now receive text remindersat 7 & 5
days and 24 hours providing the preferred method
of contact is set as text.

Our Contractor Code of Conduct directs contractors
to knock loudly and to call you if there’s no answer.
We also let contractors know if you have any
additional requirements for access, so as long as
you’re in, you’ll not miss an appointment!

We're made some improvements to reduce the
number of ‘clicks’, and to make sure contractors have
all the information they need on their job tickets, so
you should now receive the same level of service as
you would if you reported your repair by telephone.

You can send photographs to
which we can send on to our contractors.

Our Repairs Advisors have both completed their City
and Guilds repairs and maintenance qualification.
This has enhanced their understanding when logging
repairs and liaising with our contractors.




We should experience the same
level of service and workmanship
from all EHA’s contractors and their
operatives.

EHA should exercise tighter control
around standards of workmanship
and contractor conduct, and
charging them when they miss an
appointment.

Sometimes contractors don’t apply
the reasonable adjustments we’ve
requested.

Whilst we don’t have direct control over individual
operatives, we now inspect 10% of repairs
completed. EHA’s Property Officers assess quality
of the repair and report back to our contractor. Any
common themes are highlighted in our monthly
contractor meetings to be addressed.

We now inspect 10% of repairs completed to assess
the quality of work, reporting back to our contractor.
There’s provision in our contract to recover £10.00 per
missed or late attending a prearranged appointment,
which we apply where required.

Where we have a vulnerability recorded on the
internal system, this automatically transfers over to
the ‘job ticket’. Our Repairs Specialists also add notes
to the job ticket if provided at the time of reporting
the repair, so our Contractors know if additional
measures are needed.

ASB Communication

You need to make sure tenants know
about all the work EHA’s Housing
Officers do to manage Anti-Social
Behaviour.

In February, we shared an article in Viewpoint and
on our Social Media outlets - ‘A week in the Life of
an EHA Housing Officer’. Our Housing Officers shared
detail of an average week — from attending multi
agency meetings, court and visiting tenants at home,
to let you know what they get up to, and the work
they do to manage Anti-Social Behaviour across the
patch.

Tenants’ Voice Report

The information is great, but the
document is long and it’s difficult to

read with lots of colour and graphics.

We’ve worked to change the format, using better
contrasting colours so the information is easier to
look at and understand. We also reduced the word
count, so it’s not as long!
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So, what?

It’s not just Taskforce reviews that help us improve. Over the past year we’ve asked you to
share your views on 8 areas of service — mainly through surveys and requested feedback.

Here’s what you told us, and how we’ve listened/ acted:

Repairs Policy (April 2025)

60 days is a reasonable timescale
for ‘minor works’ - repairs that fall
outside of emergency and routine
repairs, often requiring specialist
services.

It’s not reasonable to cancel a repair
without at least two attempts or
working with the tenant to support

them for access for non-urgent works.

You shouldn’t charge for failed
repairs appointments without
working with the tenant to support
them for access.

Our priorities for when a contractor
visits our home include — politeness,

attending on time and respecting my

home and possessions.

We introduced the 60 days ‘minor works’
category. This way, we have reasonable
time to complete works within timescale,
so you have a realistic expectation of
when it will be sorted.

Policy update: we won’t cancel a routine
repair for repeat ‘no access’ without
working to support you to arrange a
suitable appointment with you.

Policy update: you won'’t be charged for
repeat ‘no access’ appointments without
us working to support you to arrange a
suitable appointment with you.

Our updated Contractor Code of Conduct
includes your priorities, which our
contractors should adhere to.

Damp and Mould Review (July 2025)

The follow up visit by the Damp and
Mould Officer wasn’t helpful as the
issue had been resolved, so it was
unecessary.

The follow up visit by the Damp and
Mould Officer wasn’t helpful as the

work wasn’t complete, so could not
be ‘signed off’
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You’ll now receive a follow up survey,

so you have an opportunity to let us
know whether the issue you reported is
resolved. If it isn’t — we’ll arrange another
inspection and further works if required.




The home visit was helpful to discuss We're keeping this part of the service
management of damp and mould —you’ll still have a home visit from
and to understand the causes, our damp and mould officer when you

prevention and treatment. report damp, mould and condensation
to us. We'll also share information about
the management of damp, mould and
condensation ahead of the visit.

Anti-Social Behaviour Communication (September 2025)

44% of us who were recently Our Anti-Social Behaviour Communication

involved in an Anti-Social Behaviour Taskforce came up with a new ‘service

case weren’t clear about how EHA standard’ with a flow chart of who to

would manage it — from timescales contact in certain situations, so you're

and potential resolution. clear on who does/ can do what for ASB.
This will be shared with all tenants in
Summer 2026.

We also weren’t sure what power

EHA has to deal with certain
situations or when, for example,
if it is a police matter

What should we spend our money on? (October 2025)

Our top priorities for 2026 are Tenant priority data was used to inform
home safety, upgrades to improve EHA’s budget setting process.
affordability and for our repairs to be

completed on time.

“Our priorities for 2026 are home All tenant feedback was shared with
safety, repairs completed in good budget owners to make sure funding was
time, and updates to our homes”. allocated to the areas of highest priority.

Managed Behaviour Policy (October 2025)

We agree with EHA’s definitions of We’ve added poor condition properties
‘unacceptable behaviour’, but we and sharing issues on social media
think you should also consider poor under the definition of ‘unacceptable

condition properties and sharing behaviour’ to our policy, so we can apply
issues with media/ on social media it where it’s needed.
when EHA have them in hand.

uuuuuuuuuuuuuuu



You need to make sure you support
vulnerable tenants before you apply
the policy and its restrictions.

We agree with the restrictions you
apply to customers who demonstrate
unacceptable behaviour.

Although we always provide required
support to our more vulnerable tenants
before enforcement action is taken
against the tenancy, we’ve made this
clear in our Managed Behaviour Policy.

We've kept the restrictions as those
we’ve previously applied to tenants in our
new policy.

Annual Rent increase 2026 (November 2025)

We support the need to increase
rents by 4.8% in April 2026, however
we’d like to see more improvements
to our home.

We’re worried about affording our
rent with other rising costs.

We’re always being asked to
complete surveys — from EHA directly
and by Acuity on EHA’s behalf —it’s a
bit much, and we aren’t always sure
why you need the information, and
how you use it.

Our Asset Team has planned their Asset
and Investment Strategy around tenant
priorities for investment to make sure the
work we do in homes is both what’s most
important to tenants, and in line with the
Decent Homes Standard.

We contacted all tenants who expressed
affordability concerns to discuss their
current situation. Where appropriate, we
made referrals to our Financial Inclusion
Team for additional support.

An explanation of what we ask and
why was included in December’s
Viewpoint, breaking down why we ask
some questions, and how we use the
information to make things clearer

Sustainability Strategy 2026-2030 (January 2026)

We think you should focus your
attention on improving sustainability
for our homes, us as tenants and

your contractors.
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We’ve made sure these are our top
priorities for our new Sustainability
strategy — continuing to invest to improve
the energy efficiency of your homes,
providing clear advice and information to
you — and working with contractors — to
help reduce carbon output.




You should invest to make sure all
homes meet EPC C or higher by 2030

and look to build new homes to a
higher energy efficiency standard to
reduce the need to ‘retrofit’.

We’ve applied this focus on energy
efficiency in existing and new homes to
our Sustainability Strategy and business
plans so we can invest in what’s most
important to you, and our future tenants.

EHA Tenant Engagement Service (March 2026)

Most of us would like to be consulted
— sent questionnares | can fill in to
help shape services, followed by
being informed through access to
information the way | prefer it.

Most of us don’t want to be involved
because we think EHA does a good
job, we also don’t want to have to
attend meetings.

We’ve been involved before, and
we rate EHA’s Tenant Engagement
service a 4.47 out of 5.

Most of us are motivated to be
involved by wanting to help improve
the services that we receive, and
because of the voucher rewards.

We'll be working to increase the number
of questionnaires we share with tenants
to feed into services within our Tenant
Engagement Strategy. We'll also work

to increase membership to our Tenant
Opinion Panel, who are our main group
to share questionnaires with when we
need to develop a service.

We're taking this as a big positive! But
we will also look to increase the different
ways those who want to be involved, can
be. We’re now sharing recorded sessions
for those who want to take part in their
own time, in their own homes.

You’ll not notice much change with our
tenant engagement service, but we’ll look
to increase the ways you can feed back by
removing as many barriers as possible.

Again, you’ll not notice much change
with our tenant engagement service, but
we’ll work on increasing the ways you can
feed back by removing as many barriers
as possible and increasing the number of
reward vouchers we offer.




What have our Panels been up to?

Tenant Opinion Panel (TOP)
No meetings, just online surveys to complete

This year, we’ve asked our Tenant Opinion Panel their views on 4 services. Other
consultations were either sent to all tenants or to recent users of a specific service. We
always consider impact on you to choose the right groups to ask! From sustainability to
managed behaviour, TOP’s feedback has been used to tweak or overhaul our policies and
services for the benefit of all tenants.

Scrutiny Audit Panel (SAP)
Meetings every other month

Each quarter, SAP reviews our performance, risk and satisfaction information. They use this
to identify areas for extra work with tenants for improvement or development. This year,
they instructed reviews of our communication around our Anti-Social Behaviour service,
and of our Tenant Engagement service. Each quarter, they also monitor and challenge us
around progress with Taskforce actions, and our Tenant Engagement Strategy.

Complaints Panel

Meetings 4 times a year

Our complaints panel work to review our handling of ‘closed’ Formal Complaints and
encourage a positive complaint handling culture at EHA. They check complaints have
been well managed, resolved and that we’ve put learning in place. They check complaints
data to look for trends/ issues, carrying out ‘deep dives’ where service leads attend to
share plans for improvement.

This year, they requested deep dives into home upgrades, finance and our Anti-Social
Behaviour services, finding out more about how they’re delivered. They do this to
understand why complaints may have been made, and to hear from managers how they
are working to prevent repeat issues by driving service improvements.




Safe and Quality Homes Panel (SQHP)

Meetings 4 times a year

Our Safe and Quality Homes Panel works with managers responsible for the delivery
of Safe and Quality Homes to make sure our services meet the requirements of the
Government’s Safety and Quality Standard:

Repairs and Maintenance Manager — ‘responsive’ repairs

Asset Manager — home upgrades and maintenance

Property Compliance and Facilities Manager — ensuring your homes meet the
necessary safety standards

Housing Manager — making sure homes are ready for a new tenancy to begin

This year they’ve considered and reviewed our performance against 3 key areas of the
Safety and Quality Standard — Stock Quality, Decency and Aids and Adaptations. At each
meeting they review our performance through our budgets, KPIs and how we manage
risk withing the delivery of safe and quality homes.

EHA’ Board of Management
Meetings every other month

This year, we were pleased to welcome Lynette Francis to our Board of Management,
who retired after working in the public sector from administration at Cumbria Fire &
Rescue Service Head Quarters to Cumbria’s Children’s Service’s Safeguarding Hub. She
also volunteered for the Road Safety Charity — BRAKE to raise awareness and educate
young people on road safety.

Lynette has worked with EHA on both the Complaints Panel and Scrutiny Taskforces,
which has given her insight into how EHA and the Board work in looking after and meeting
tenants’ needs. Being an EHA tenant, Lynette brings added strength of ‘lived experience’
to our Board when making key decisions about the business.

Our tenants were also involved in the recruitment of three further Board members this year,
with Ella and Stuart joining the interview panel, providing feedback for consideration before
making appointments. Tenant input is invaluable when making key decisions for EHA as a
business, so we are always keen to hear from those who would like to be more involved.

Operations and Consumer Committee (OCC)

Meetings every 3 months, in addition to Board meetings

This year we also introduced a new sub-committee of our Board, where some members
meet separately to focus on reviewing operational performance — housing management,
communal area management, home upgrades and repairs. OCC also review EHA’s
performance against the Regulator for Social Housing’s Consumer Standards to make sure
our services are up to standard.

Our OCC are closely linked with our Scrutiny Audit Panel too, with Sue Powell, Chair
attending 2 SAP meetings throughout the year. This makes sure that tenants’ views are
heard at Board level, and our panels are working towards similar aims.




EHA’s Engagement Structure —

How we hear your voices

We know that going to meetings or filling out surveys isn’t for everyone, but changes in
our services are most successful when they are driven by our tenants.

We've tried to create ways to provide opportunities to share your views that suit everyone.
At EHA we offer opportunities for you to share your views across 4 ‘levels’.

Be Involved

e Scrutiny Taskforces

e Complaints Panel

e (Quality & Safety Panel
e Scrutiny Audit Panel

EHA’s engagement structure:

Safe and
Quality Homes
Panel

All tenants -
access to
information Scrutiny
Taskforce

and
opportunities
to feed back

.fl’:-

Complaints
Panel

L)

Why get involved?

If you like what
By working together, we do, let us
we can make a positive

difference for everyone:
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know and we’ll
keep on doing it.

Interested? Complete our Menu of

Share Insight

‘TOP’ Tenants

Satisfaction surveys

Policy feedback

Complaints and compliments
EHA Readers

Help Manage 2,82
e Scrutiny Audit Panel %TH
e Board Membership

Operations
and Consumer
Comittee

Scrutiny Audit
Panel

Audit and Risk
Committee

Q

Where you don’t think we’re
doing as well — that’s ok. Just
tell us and we can change
things and make improvements.

Involvement over the page! 11



Complete
this form

EHA’s Menu of Involvement ol

HERE!

Tell us how you’d like to be heard

Less time /
commitment

See Viewpoint — read our digital newsletter
www.edenha.org.uk/find-a-home/about-us/viewpoint

View our Website — take a look on our website www.edenha.org.uk

Share Insight

Join Tenant Opinion Panel — take part in surveys about services and new ideas

Join EHA Readers — review customer facing documents before we publish them

Be Involved

join a one-off group to review a specific service

Join a Taskforce - ) .
and make recommendations for improvement

Join our Safe & review our Performance against the Safety and
Quality Homes Panel Quality Standard and make recommendations
Join the Complaints Panel — review how we manage complaints

work with staff and Board to instruct service

I ST R i3 a1 reviews and lead on positive change

Help Manage

Become a Board Member — join our Board to help manage EHA

A 4

More time / Return form to Engagement and Insight Team, EHA, myviews@edenha.org.uk
commitment

Accessibility requirements

Eden Housing Association

E D E N Blain House, Bridge Lane, Penrith, Cumbria CA11 8QU
Tel: 01768 861400 Email: enquiry@edenha.org.uk
—_ www.edenha.org.uk myaccount.edenha.org.uk

AND COMMUNITIES

§ EdenHousingUK

Report Prepared June 2026 by Eden Housing Association’s Engagement and Insight Team
Want more information? Please get in touch at myviews@edenha.org.uk or call 01768 861435



