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Introduction

Welcome to Town & Country Housing’s
(TCH’s) Repairs Strategic Plan. Our

corporate strategy 2025-2028, which is fully
aligned to the Peabody group-wide strategy,

sets three major priorities for TCH:

»  Better services for residents
*  Better homes and places
*  Better together for colleagues

We know from listening o our residents that
providing an excellent repairs service is one of
the most important things we can do to achieve
these priorities. From first reporting an issue to its
final resolution, residents rightly expect to have

a hassle-free, efficient experience without any
unnecessary barriers or frustrations - as detailed
in our Customer Experience Delivery Plan which is
reviewed and refreshed annually.

In August 2025, our Kent and Sussex repairs
service - Town & Country Housing Repairs (TCHR)
- became a wholly owned subsidiary and a

direct labour organisation (DLO), meaning that
we now have 100% ownership of TCHR. This new
arrangement is consistent with our Surrey repairs
service, which is also a DLO.

This transition also comes at a time of change

for the wider sector. On 27 October 2025 the first
phase of Awaab’s Law came into force, requiring
social landlords to resolve emergency and damp
and mould hazards within strict timeframes.
During the life of this strategic plan these
regulations will be expanded further, to include
hazards such as excess cold and fire-related issues
(in 2026), and most of the remaining HHSRS!
hazards (in 2027).

Additionally, as a provider of heat networks (e.g.
communal boiler systems), we became subject to
new regulatory standards from January 2026, and
the upcoming Competence and Conduct Standard
- which will be infroduced by the Regulator of
Social Housing (RSH) over a three-year period
from October 2026 - will introduce additional
training and qualification requirements for
colleagues who manage our repairs service.

All of this sits alongside our ongoing obligation

to meet the outcomes of the RSH’s Safety and
Quality Standard, which requires us to “provide
an effective, efficient and timely repairs,
maintenance and planned improvements service
for the homes and communal areas for which (we)
are responsible”.?

An ongoing shortage of tradespeople (or
‘operatives’) across the country also has
implications for our service, along with a financial
operating environment that remains challenging,
with consumer price index (CPI) inflation rising to
3.8% in the 12 months to September 2025.

However, positive policy interventions by central
government, including a 10-year rent settlement®
and the planned introduction of rent convergence,*
have fuelled confidence, with levels of investment
in existing stock up 6% for July-September 2025,
compared to the same period in 2024.°

1 Housing Health and Safety Rating System - a tool used to identify and risk assess

health and safety issues in residential properties
Safety and Quality Standard - GOV.UK

How to implement Social Rent convergence - GOV.UK
Quarterly survey for Q2 (July to September 2025) - GOV.UK

apOuEN

Delivering a decade of renewal for social and affordable housing - GOV.UK
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TCHR is already in a favourable position, mainly
thanks to the dedication and talent of our
colleagues. However, we recognise that there are
challenges that we need to address, especially
relating to how we communicate with residents
when repairs extend over more than a single visit.

Other challenges that we want to address to
ensure that teams are equipped to succeed
include:

* Ensuring better reporting to enable targeted
workforce, and more proactive and planned,
interventions

» Improving workforce recruitment and retention

* Reviewing our supply chain of subcontractors

* Addressing productivity and first-time fix
pressures

* Generating greater value for money (VfM) for
TCH and improving quality and reducing costs.

Forming a DLO is a fundamental change to our
repairs operating model that gives us full control
over the direction of TCHR, and the ability to foster
closer collaboration across the whole of TCH. As
such, it provides us with an ideal opportunity to
generate real improvements for our residents.
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Our vision is to leverage this opportunity to
deliver a repairs service with the resident placed
firmly at the centre, with:

* Repairs consistently completed quickly, to
an excellent standard, and in one visit where
possible

* Regular, empathetic, and proactive
communication with residents, from the first
report of a repair to final completion

* Colleagues who feel empowered to succeed
through collaboration between teams, easy
access to information, and comprehensive
support in their roles.

In summary, we want consistent
quality, faultless communication and
colleague empowerment

to be the three hallmarks of

our outstanding repairs service.

This strategic plan sets out how we plan to
achieve this over the next two years. This is an
exciting time for TCH, and we are confident that
by building on the solid foundation that exists
currently, we can deliver an outstanding repairs
service that supports the purpose of the Peabody
Group to provide quality homes that are not only
great today but also sustainable for the future.
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Additionally, we need to improve the time it takes
us to get empty homes ready for re-occupation
after they become vacant (known as the ‘end-to-
end void time’).

We also collect a large number of key
performance indicators, which help us to measure
how well we are performing using a series of
metrics. For example, we always aim to complete
repairs on the first visit where possible, and in
2024/2025 we achieved this for 69.83% of repairs,
below our target of 90%. Another area for
improvement is the average number of days it
takes us to complete repairs, which was 24.07 days
in 2024/2025, compared to a target of 20 days.

Another key operational challenge is a backlog of
repairs in both Epsom and Tunbridge Wells repairs
teams, and work is ongoing to reduce this, with the
number of work-in-progress (WIP) jobs sitting at
3321 for Kent and 656 for Epsom as of April 2026.

Resident feedback is also a key source of insight
into the health of the service. We collect a variety
of resident data, both transactional (taken when

a resident interacts with the repairs service), and
perception based (where residents are asked about
their views and feelings on the service, without
necessarily having raised a repairs issue recently).

We also collect data from formal complaints made
by residents. This data is analysed using Al-based
platforms to make conclusions on ‘sentiment’,
which is a way of summarising written (rather than
numerical) feedback from large numbers of people.

We found that residents’ senfiments about the
service were mainly negative, with key themes
being outstanding repairs - which is the biggest
driver of negative sentiment - along with excessive
delays, residents having to chase for updates,
poor quality of work and issues with component
(such as window) replacements.

However, positive sentiments also featured,

with the most common reasons for positive
experiences being the quick completion of repairs,
good communication when it does take place,

and a high standard of work. We have also used
sentiment data to analyse the ‘customer journey’,
tracking how residents’ feelings about their
experience changes as they pass through the
repairs process (Figure 1).

Positive sentiment was at its highest when

first reporting a repair and booking initial
appointments, but deteriorated sharply across
themes such as repair communication (although
it should be noted that the volume of comments
used to assess these themes was lower than for
the above stages).

The main issues driving this include the need for more
directly employed operatives and for subcontractors
to be efficiently managed when used. Most
importantly, we need to effectively communicate
when resources cannot be deployed and keep
communicating until the repair is completed.

In summary, TCHR is currently in a good position,
with above average repairs satisfaction levels
and many examples of good practice leading to
positive sentiments within resident feedback.

However, there remain challenges to address,

namely:

1. A backlog of WIP jobs

2. Issues with resident communication, along with
internal communication

3. Delays to the completion of repairs

4. Below target levels of first-time fixes

5. High end-to-end void times.

We are confident that transitioning to a DLO
model has placed us in a positive position to drive
transformative improvements to our service,

and the approach set out in this strategic plan is
designed to achieve this.

Figure 1: A visualisation that maps the resident repair journey using key themes. Circle size represents the volume of comments,
with the line showing changes in resident sentiment as they progress through the process
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What do we want to do,
and how will we do it?

Through extensive listening to both residents

and colleagues, we have identified six
key aims that will support our ambition

to deliver a resident-centred, high quality

repairs service, and which reach across all
three of Peabody Group’s strategic priorities.

Better services for residents
Aim 1

essential.

We are fortunate to have so many excellent
colleagues within our repairs service who are
dedicated to providing a compassionate and
high-quality resident experience. We will make the
most of this strength, by further embedding the
‘resident-first’ approach into the service.

We will do this by carrying out a full-scale

review and development of our processes and
procedures, looking at them from the ‘resident
perspective’ and identifying ways where we can
improve empathy, communication, and efficiency,
which are the three cornerstones of our resident-
first approach.

Empathy

We define an empathetic approach as always
providing the level of service we would expect to
receive ourselves.

This means that we will take a personalised
approach by considering individual circumstances
at every stage of a repair, including by overriding
standard timescales where we deem a resident to
be particularly vulnerable.

We will promote a resident-first culture

All our services are designed to enable residents to be proud and happy with where they live.
Our repairs service is no different in this respect. We also know that residents flourish when

they live in safe, warm homes and although building safety must always be our first priority,
promoting a resident-first culture and delivering an excellent resident experience are equally

Efficiency

Residents have consistently told us that an
efficient repairs service is important to them. So,
by identifying and removing inefficiencies - such
as duplicated steps, reliance on manual data input
and operatives not arriving equipped with the
correct tools or parts - we can deliver a repairs
service that truly works for residents.

3

Another way we will do this is by taking a ‘smarter
approach to repairs by encouraging flexibility -
where appropriate - to carry out additional, ad
hoc repairs that may not be related to the initial
reason for a visit, in order to prevent future issues
from occurring.

Taking a resident-first approach also means
ensuring that residents feel happy with their home
as a whole. This requires input from the entire
organisation, not just the repairs service. Now
that TCHR has been brought in-house, we can
take a more holistic and collaborative approach,
especially between our repairs and asset
management services.
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This will include introducing greater
standardisation of components to make repairs
simpler, by using the same parts for responsive
repairs as we do for planned maintenance

and for the building of new homes. It will also
include improving coordination between planned
programmes and responsive repairs, such as by
identifying repairs that would be better addressed
as part of a programme, to ensure that we achieve
value for money without compromising a seamless
resident experience or causing excessive delays in
resolving issues.

When making decisions on whether to repair or
replace, we will explain our reasoning clearly and
sensitively to residents. Prioritising the safety of
our homes always means putting residents first.
Greater collaboration between our teams will
support this by ensuring that, where safety issues
are flagged by one team (E.G. through HHSRS!
assessments), they are swiftly referred to the
teams who can resolve the issues.

We know from feedback that addressing damp
and mould is a priority for our residents. So, we
will keep residents at the centre of our response
by going further than the requirements of Awaab’s
Law and proactively reaching out to residents
who have experienced damp and mould issues,
along with identifying ‘at-risk’ properties based on
archetype and design data.

By doing all we can to eliminate damp and mould
in our homes, we will create more pleasant living

environments for residents, alleviate pressures on
day-to-day repairs teams, and consistently meet

the requirements of Awaab’s Law.

Communication

Good communication is central to putfing
residents first, by underpinning our delivery of
both empathy and efficiency. We will be more
proactive in updating residents; they should never
have to chase us for updates on their repair. We
will also be transparent and clear with residents on
what they can expect from us, rather than saying
nothing, or being unrealistic and then failing to
deliver. This includes implementing clear processes
and structures for manually following up with
residents after repairs visits, prioritising resident
communications when repairs are cancelled or
follow-up work is required.

Additionally, we will infroduce clearer and more
formalised colleague ownership for repair jobs.
This will help us to maintain oversight of progress,
even where a job is passed between multiple
departments and contractors, ensuring that
residents are always kept informed and updated.

We will also use technology to drive improvements
in communication, including by expanding our

use of automated text messaging to ensure that
residents are always kept informed, especially
where there are delays.

Putting residents first also means involving them
in the design, and continuous improvement of,

our repairs service. We will continue to analyse
feedback from a range of sources, including
complaints, TSM perception surveys and
transactional surveys, to gain insights and identify
actions we can take to improve.

However, we will go further by establishing

a new panel of residents, dedicated solely to
overseeing and assisting us to improve our repairs
performance. The Resident Scrutiny Panel may
also choose to review some aspects of the service
in the future and make recommendations to Board
for improvement.

What residents
will notice

Key What we
will change

challenges

Review all our
processes from
the resident’s
perspective

Proactive updates
with no need to
chase us for news

Issues with
Communication



Aim 2

areas of the service.

We have analysed the whole resident journey,
from reporting a repair to final completion (Figure
1), and residents’ opinions of the service are at
their lowest at the follow up stages after the initial
visit; the speed of the repair is not always the top
priority, but rather keeping residents consulted
and advised.

To address this, we will focus on ensuring we always
‘think resident’, providing more ‘customer care’ as
opposed to taking a purely transactional approach.
The improvements we will make to our resident
communication will help with this (see Aim 1), and
we will also use our existing resources to provide
more ‘resident liaison’ throughout repair jobs.

This will mean that residents always know who to
contact with concerns or questions, and it will help
us to take a ‘bird’s-eye view’ of multi-stage jobs,
ensuring that the resident experience is smooth
and hassle-free throughout. Ensuring that residents’
preferred methods of communication are always
used will also be an important part of this.

The most important driver of service speed is

the successful completion of repairs on the first
visit; in other words, “first-time fix’. We will remove
barriers to this across the service, especially
those that represent legacy issues from the
previous contractual arrangement, including

by continuously reviewing the tools and parts
routinely kept in our operatives’ vans to ensure
that, wherever possible, they have the equipment
required to complete repairs without needing to
return at a later date.

While a first-time fix is our ambition for every
repair, some repairs will inevitably require more
specialist attention. In many cases, we instruct
external companies (‘contractors’) to complete this
type of work and, even now that we have moved to
an in-house delivery model, the use of contractors
will remain central to providing an excellent
service for residents.

In turn, many contractors utilise other firms to carry
out some work; this is known as ‘subcontracting’.

While this is a commonly accepted practice, and will
sometimes be necessary, it may not always achieve

We will take action to drive service excellence

Taking a resident-first approach means listening to residents, and residents have told us clearly
that they value a repairs service that is quick and produces consistent high-quality work.
Delivering both speed and quality is a challenge that requires sustained excellence from all

best value for TCH, especially where subcontractors
are used only in a ‘reactive way’ (in response to
emerging issues).

With this in mind, we will adopt an approach that
minimises the use of subcontractors. To do this,
we will take a more strategic approach to utilising
firms that subcontract work, by being clear about
our in-house abilities, and which types of jobs we
will pass to contractors, along with appointing
firms that are able to carry out work themselves,
where possible. Responsive repairs functions

that we deliver in-house will usually be labour-
intensive, material-light and non-complex. We will
ensure that the specific works we use contractors
to deliver are clearly set out for colleagues to aid
decision making.

We will also make use of our in-house commercial
expertise to keep our repairs contracts under
continuous review. This will ensure that we are
always obtaining best value for money and
identifying new opportunities, as well as rigorously
monitoring contractor performance (see Aim 6).

The multi-stage repair jobs described above
often require scaffolding, and we know from
listening to residents that this can be an area of
frustration. We will fransform our practice in this
area to ensure that scaffolding is only in place
for the minimum necessary time, with as little
inconvenience for residents as possible.

We will also ensure that our Epsom and Tunbridge
Wells teams are aligned to bring consistency across
our services (see Aim 6), and to promote mutual
learning between both teams, with lessons learnt
being shared across all areas and improvements
implemented swiftly when identified.

What residents
will notice

Key What we
challenges

will change

Operatives will

Continuously have the parts

Low

“first-time fix’ a.dJUST el they need to finish
improve 5 -
levels repairs on their
van stock

first visit
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Better homes
and places

Aim 3

We will leverage our resources to generate
additional value for the whole of TCH

Bringing TCHR in-house presents opportunities for the whole organisation, beyond simply

the repairs service. In addition to the extensive skills, knowledge, and experience of TCHR
colleagues, there are many ‘value for money’ benefits to expanding the functions delivered

via the repairs service. Identifying and capitalising on these opportunities will be strategically
significant for all of TCH, generating efficiencies and savings that can be used to bolster service
delivery in other areas, without hindering the resident experience.

We will review services across the organisation

to identify candidates for in-house, as opposed

to contractor-led, delivery. To maximise the
opportunity for value, we will use the same
principles for selecting candidates as we do for
deciding which responsive repairs works to deliver
in-house (see Aim 2); as such, suitable services will
be labour intensive, material light, non-complex
and will fit naturally into our repairs service. For
example, some cyclical programmes (e.g. painting
and decorating) and minor adaptations could offer
potential.

We will also expand our in-house capability to carry
out building safety compliance works, which supports
our commitment to the safety of our residents

and homes. This will involve the establishment of

a dedicated compliance action team, who will be
responsible for areas such as five-yearly periodic
electrical checks and fire door repairs.
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In line with our commitment to sustainability,

we will also identify innovative opportunities

for in-house delivery, including the potential

for the installation of electric car charging
stations and the delivery of zero carbon works.
Additionally, in the longer term, we will seek out
collaborations with other housing providers,
particularly exploring the possibility of delivering
repairs to each other’s homes, where this makes
geographical sense (such as where we hold a small
number of homes isolated from the majority of
our stock, but within the main operating area of
another provider).

What residents
will notice

Key What we
challenges

will change

Deliver suitable
works (e.g.
Over-reliance on electrical checks)

contractors in-house rather
than through
contractors

More transparent,
responsive, and
flexible services
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Better together
for colleagues

Aim 4

We will support our colleagues to maximise their potential.

None of the ambitions described so far would be possible to achieve without the commitment
and expertise of our colleagues. We recognise that, over the past months and years, TCHR
colleagues have experienced high levels of change, with the establishment of the DLO
representing another major shift. Although we remain in the early stages of in-house delivery,
meaning that change is ongoing, we want to move into a time of relative stability, with an
emphasis on supporting our colleagues to succeed, while promoting their wellbeing.

As part of reviewing our processes we will reduce
levels of unnecessary sign-off, particularly when
operatives assess the need for follow-up visits.
Instead, we will trust the expert judgment of

our operatives, while ensuring easy access to
supervisors where support is required.

To help them utilise this judgement, we will improve
the information provided to our operatives about
both homes and residents, to ensure that they
always feel confident and fully equipped to
provide an excellent service.

We will also provide regular opportunities for
operatives to receive feedback about their work,
such as through toolbox talks (short presentations
to operatives about a single topic, usually health
and safety) so that they can see how their work
has made a difference to residents. Additionally,
we will continue to develop a comprehensive
training programme to ensure that we invest in
our colleagues for the long-term, accompanied by
clearly defined routes for progression and growth.
This includes establishing a pipeline of apprentices
and trainees to reduce staff shortages and to
encourage colleagues to stay and develop with TCH.

We will also ensure that we offer a competitive
remuneration package, including offering skills
premiums where appropriate to recruit and retain
expert colleagues for ‘in-demand’ disciplines.
Additionally, we will introduce clear progression
bandings to improve fransparency and fairness in
our salary structure.

A pilot will also be introduced for the out of
hours service during the week whereby down
time for operatives will not impact residents the

subsequent day. Alongside this, the greater control
that the DLO model gives us will naturally result

in more predictable workloads for colleagues.
Also, the measures described above to improve
first-time fix levels will help improve the colleague
experience by reducing the need to re-visit homes.

We will also continue ongoing work to give TCHR
colleagues access to full support from our human
resources service, including a dedicated contact
from within the team. This, along with a greater
focus on promoting occupational health, will
ensure that colleagues are fully supported to
excel in their roles, including where life events and
changed circumstances impact their work.

What residents
will notice

Key What we
will change

challenges

Operatives can

Provide more make quicker and

information to

Delays in " more informed
. . operatives about ..
completing repairs : decisions,
properties and .
. leading to faster
residents .
completion
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Aim 5

We will transform our IT systems to benefit
both residents and colleagues.

One of the most important factors in supporting our colleagues is ensuring that our IT systems
are a help, and not a hindrance. Systems are integral to the colleague and resident experience,
and are the main way that colleagues obtain and record information. As such, they enable us to
deliver a smooth, accessible and personalised service to our residents.

As detailed in our corporate strategy, we are in the
process of adopting the use of Peabody IT systems
(known as ‘integration’). This is a major programme
that encompasses our repairs systems. It will bring
wide-reaching benefits for TCHR, including access
to up-to-date systems that interact seamlessly with
each other, providing ‘one version of the truth’. The
input of TCHR colleagues into this programme will
be essential for ensuring that all our requirements
are captured and understood, and that there is no
interruption or deterioration to the service provided
to our residents.

We expect that integration with Peabody IT systems
will be completed by April 2027. In the meantime,
where possible, we will expand access to our existing
systems, particularly our customer relationship
management systems, so that all colleagues have
access fo the information they need.

From the resident perspective, our plans to grow

the use of automated text messaging and other
communication technology will also be vital, along
with a promotion of ‘self-serve’ where at all possible
for residents and where this is the desired preference.
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We will also be innovative in the use of artificial
intelligence (AI). We will use AI in ways that
generate value for residents, while taking

a measured approach that recognises the
challenges and risks involved with its use. TCH
teams will also combine efforts with Peabody to
ensure that the potential of Al is maximised.

What residents
will notice

Key What we
challenges

will change

Residents won’t
need to repeat
information when
speaking fo
different people

Expand access
to existing IT
systems prior to
integration with
Peabody

IT limitations
hindering
colleague access
to information

11



Ai m 6 We will foster closer collaboration between Peabody,

TCH and TCHR teams To accompany this strategic plan, a full delivery oversight, the new repairs panel will scrutinise
plan will be produced. This will set out in detail progress regularly.
One of the major benefits of bringing TCHR in-house is the opportunity for greater levels of the specific steps we will take fo achieve our six e Terelle o T -
collaboration between TCH and Peabody depatments. Within Peabody Group, there are four Aims, all of which will be specific, measurable, D Zo @il el I(: S0 eEG € us 'rof |
DLO services. This will provide opportunities to collaborate, share good practice, innovation, achievable and time limited. ;necirvl::r z? 'rhr:;lr?g:: oilcny I:; Z:?:; quSIl.‘I_meSS u
ideas and information to drive performance and service improvement. We are rightly perceived As such, each action within the plan will be in'regrqx':ion issues skﬁls sF;morT’qges S G
by residents as one organisation and, additionally, our commitment to improved communication - d with a ‘success measure’. which is a constraints and ur’1ex octed increc;ses o e
with residents (see Aim 1) must be supported by excellent communication between colleagues associated wi . ) . . P y
and contractors. target setting out how we will !(now if an action regulation.
has been successful. We have included the . .. .
headline success measures that we will use to We will also periodically publish our progress
monitor this strategic plan below. ogqms'r the above success measures, and kgy
actions from the delivery plan, on our website
The delivery plan, which will include the below and as part of the resident newsletter to give all
measures, will be updated and presented to the residents the opportunity to hold us to account. As
Major Projects Board (MPB) on a quarterly basis, part of this, we will also be clear about when we
and presented to the TCH and TCHR Boards on expect actions to be completed.

an annual basis. Additionally, to provide resident

Aim One - We will promote a resident-first culture
Repairs satisfaction level (rental TSM) increased to:

Repairs panel established and functioning by Summer 2026

Key What we What residents Landlord listens and acts (rental TSM) score increased to:
challenges will change will notice . . . . .
Aim Two - We will take action to drive service excellence
: ) . Residents will Satisfaction with time taken to complete most recent repair (rental
Inconsistent Provide dedicated receive the ; .
§ . TSM) increased to:
experience with resources same standard

contractor-led to monitor of service from
services contractors contractors as
from TCH

Non-emergency repairs completed within target timescales (rental
TSM) increased to:

Repairs completed on the first visit increased to:

Average time (days) to complete repairs (routine & emergency)
reduced to:

0,
Total Work in Progress jobs reduced to: 5,321 Kent 25% reduction Further .Z)OA’
656 Epsom reduction

Aim Three - We will leverage our resources to generate addi

Turnover increased

Aim Four - We will support our colleagues to maximise their potential

TCHR colleague turnover reduced to:

Aim Five - We will transform our IT systems to benefit both residents and colleagues
Integration of IT systems with Peabody completed by April 2027

Aim Six - We will foster closer collaboration between TCH and TCHR teams

‘Other teams regularly pull together’ staff survey score (TCHR o Further 2.5%
. 5% increase -
respondents) increased to: increase

6 Preliminary figures for 2025/2026

Repairs Strategic Plan Repairs Strategic Plan
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Conclusion

In summary, our strategic approach seeks, first
and foremost, to achieve a consistently excellent
responsive repairs service through resident (rather
than property) focused actions, emphasising a
collaborative approach between services given
that TCHR has now been brought in-house to
form a single, united organisation. Additionally,
where appropriate, we aim to expand the service
to deliver currently contractor-led works for other
TCH service areas, delivering financial benefits
for the organisation as a whole and freeing up
resources for use in improving other services.

All of this is underpinned by a commitment fo
supporting our colleagues to excel, including

with a detailed Annual Delivery Plan, along with
partnerships between TCHR, Epsom repairs service
and the Repairs Panel. By the end of the strategic

plan period residents can expect to feel better
informed about the progress of their repairs,
and to receive a more personalised service that
considers their needs (such as by consistently
using preferred methods of communication).

We also expect noticeable improvements to the
number of repairs we are able to complete on the
first visit - especially because of more parts being
available in our vans - as well as improvements

to services not currently delivered by our repairs
service, such as periodic electrical checks.

Change is always challenging, and we recognise
that we still have a lot of work to do, but we are
confident that we will rise to the challenge to
realise our vision.

Repairs Strategic Plan

Equalities Statement

Resident Consultation
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Appendix 1 - Glossary

We know that this document includes words and abbreviations that may not be familiar to residents
and other stakeholders. To help with this, we have produced a glossary of terms and definitions.

Term Definition

Adaptations

Changes made to a home to make it easier for people with disabilities to live independently, such
as ramps.

Cyclical Programmes

Term Definition

See "planned programme”.

Archetype

A way of grouping similar properties together based on their characteristics. For example, a
group of properties that were all built using the same construction method.

Delivery Plan

This is an action plan that records the detailed things we will do to achieve the goals we set out in
the repairs strategic plan.

Artificial Intelligence

A computer programme that can carry out tasks that usually require human intelligence, such as
using reasoning skills to solve problems.

Asset Management

Looks at the overall planning to upgrade and replace items within the home to maximise its life
span.

Direct Labour Organisation
(DLO)

This is the name given to a repairs service where all the staff work directly for the landlord. The
other option is for the staff to work for another company that carries out repairs on the landlord’s
behalf (see "contractor”).

Awaab’s Law

A law requiring us to deal with a specific set of significant and emergency issues (such as damp
and mould) in residents’ homes within a certain amount of time. The law is coming into force in
stages, and it will likely become fully active in 2027.

Executive Management
Team

At TCH, this is our top level of day-to-day leadership. They are responsible for putting into
practice the approach agreed by the Board (see "Board").

Board

The group of people (called directors) with overall control of TCH. They are responsible for
agreeing our strategies, including the repairs strategic plan (see "strategic plan™).

First-time fix

This describes a situation where we complete a repair on the first visit fo a resident’s home. In
other words, we don’'t have to go away to get parts or partly repair the issue and come back later
to complete the fix.

Building Safety
Compliance Works

We are legally required to carry out certain regular checks on residents’ homes, such as gas and
electrical safety checks but sometimes it can also consider the internal and external materials
the building was built with, dependent on height. Sometimes, these checks uncover issues that we
must fix by carrying out works (building safety compliance works).

Heat networks

Shared systems that provide heating and hot water to multiple properties. They are also known as
"communal boiler systems”, and they are common in blocks of flats.

Housing Health and Safety
Rating System

This is a method of inspecting a home to identify any safety risks using a template to consider
how severe it could be and what the impact would be on a resident, giving it a rating. For
example, damp and mould issues or fire issues.

Capacity

The level of staffing we have available to carry out the work we need to do. Capacity can be
increased by hiring more staff or making our work more efficient so that our staff have more time
available to do other work.

In-house delivery

Works that we deliver ourselves using our own staff, rather than paying another company to do it
(see also "contractor”).

Co-Location

Two teams physically sitting next to each other to help them work together more easily.

Commercial Management

The work we do to ensure that we are getting the most out of our money.

Integration

Combining two separate things into one. For example, we are currently carrying out IT
integration, which involves combining our computer systems with those of Peabody (our parent
company) to form one single system.

Standard

Competence and Conduct

A new requirement being introduced by the government that will require some of our staff
to obtain a formal housing qualification. Some specialist teams already have to have certain
qualifications to do some areas of work, such as fire safety.

Joint Venture

Two organisations working together to complete a piece of work, usually by forming a separate
company partly owned by each organisation. For example, until recently, our repairs service was
a joint venture with the company Fortem.

Consumer Price Index
Inflation

A way of measuring the increase of the price of goods (such as pipes for plumbing work) and
services (such as the cost of paying a plumber to carry out work).

Key Performance
Indicators

Calculations that are used to decide how well a service is performing (for example, we record the
number of repairs we complete on the first visit to a home - (see "first-time fix").

Contractor

A separate company we pay to carry out work on our behalf that is not part of our organisation.

Occupational health

This is a work area that involves protecting the health of our staff and ensuring that the work they
do does not harm their health or wellbeing (physical or mental).

Contractor Management

The work we do to keep an eye on the companies we pay to carry out work on our behalf,
ensuring that they do a good job.

Corporate Strategy

The overall strategy for TCH that describes our ambitions and plans until 2028 (see also "strategic
plan™).

One Version of the Truth

We have multiple different computer systems, and sometimes the information stored in one
system can contradict the information in another. For example, one system might say we have
13,000 properties, while another might say we have 13,100. Having "one version of the truth”
means that all our systems show the same thing. Usually, this can be achieved by not storing the
same information in multiple different places.

Customer Care

A way of working that involves ensuring that the customer (in this case, the resident who has
asked for a repair) is satisfied and cared for from the start to the finish of the repair.

Operating Model

This is the overall way that we work. For example, we now carry out repairs directly rather than
as part of a joint venture with Fortem (see "Direct Labour Organisation” and "Joint Venture),
meaning that we have a "direct labour organisation” operating model.

Customer Journey

The name given to all the interactions a customer (in this case, the resident who has asked for a
repair) has with us from the start to the finish of the repair. For example, speaking to customer
services and letting a tradesperson in to carry out a repair are both points on the customer
journey.

Operatives

This is the term given to the tradespeople who carry out works on our homes. For example,
plumbers, electricians and carpenters.

Customer Relationship
Management System

The computer system we use to record information about our customers.

Planned (programmed)
maintenance

Repairs and improvements carried out in our homes that are scheduled in advance rather than
only taking place after residents report issues (see "responsive repairs”). Common programmes
include kitchen, bathroom, roof and window replacements.
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Term Definition

Statutory Regulation

The set of rules that we must follow so as not to break the law. For example, see “Awaab’s Law”.

Strategic plan

This is a document that talks about our ambitions and plans for a particular work area over a
set period of time. For example, this repairs strategic plan sets out what our repairs service is
currently like and explains how we want to change it so that, by 2028, it is improved. Our “vision”
is the statement that describes how we want the service to look after we make the changes (see
“vision™).

Strategic Priorities

These are a key part of our corporate strategy (see "corporate strategy”), that described what
our main focus will be up to 2028. We have three of them: better services for residents, better
homes and places, and better together for colleagues.

Subcontractors

Sometimes, the companies we pay to carry out work on our behalf (see "contractor”) are not
able to complete the work themselves. So, they may pass the work onto another company. This is
called "sub-contracting”.

Success Measure

When we publish a strategic plan, we agree certain things we will look for to decide whether we
have been successful in our plans or not. For example, one of the success measures for the repairs
strategic plan is for our new 'repairs resident panel’ to be established and functioning by summer
2026.

Supply Chain

All of the parts and people involved in obtaining the necessary materials for repairs. For example,
some parts (e.g. pipework) could be manufactured in Europe, transported to London, and then
delivered to a local seller, from whom our tradespeople pick them up to install in a resident’s
home.

Tenant Satisfaction
Measures

A survey that we are required to carry out each year to record residents’ opinions of our services.
The Regulator of Social Housing (see "Regulator of Social Housing") tells us what information we
must collect as part of this.

Toolbox talks

Short presentations given to staff about a single topic, usually health and safety which take place
regularly. For example to ensure staff keep up to date with a variety of issues and used as a
reminder or updates to working practices.

Transactional Surveys

Surveys we ask residents to complete when they use one of our services. For example, after we
complete a repair we may ask the resident to answer questions about their experience.

Value for money

We achieve "value for money” when we get as much benefit as possible from the money we spend
on services such as the repairs service.

Vision This is a short statement, usually a few sentences, that sets out what we want a service to look
like in the future.
Void A home that does not have anyone living in it.

Wholly owned subsidiary

A company that is completely owned and controlled by another company. TCH Repairs is now a
wholly-owned subsidiary of TCH.

Work In progress

The term given to any repair job that is not yet completed.

Zero Carbon works

Works that we carry out on our homes to ensure that they do not directly or indirectly release
carbon dioxide into the atmosphere. For example, removing gas heating systems and replacing
them with solar panels.

Repairs Strategic Plan

Term Definition

Processes and procedures

These are the documents that record the steps our staff should take to deal with specific issues
and to carry out specific tasks. For example, a damp and mould procedure would set out all the
steps that staff should take when a resident reports a damp issue.

Progression bandings

A system of staff payment that involves pre-agreeing an increasing 'scale’ of salaries. As staff
gain more experience and responsibility, they can move up to the next salary on the scale.

Regulator of Social
Housing

The government organisation that monitors and inspects providers of social housing, like TCH, to
ensure that we are providing safe and good quality homes for our residents.

Rent Convergence

For various reasons, some of the rents we charge are lower than the amount that the government
allows us to charge, known as the formula rent (see "rent settlement”). The government has given
social housing landlords like us permission to gradually raise these rents (by £1 per week to start
with) until they reach the formula rent. This helps us to make sure we have enough money to
improve and maintain our homes.

Rent Settlement

The rules set by the government about how much we can increase our rents each year. The
current settlement allows us to raise rents by CPI inflation (see "consumer price index inflation)
plus 1%.

Resident Liaison

This is a way of working that involves providing a person for customers (in this case, residents
who report a more complex, multi-stage repair) to speak to from first reporting a repair to the
final fix.

Resident Voice

This refers to the way in which we listen to and act on resident feedback to make actual changes
to the way we work. By doing this, we ensure that residents have "a voice" (in other words, a say)
in how we work.

Responsive Repairs

Repairs that we carry out in response to a resident telling us about an issue.

Safety and Quality
Standard

A document written by the Regulator of Social Housing (see "Regulator of Social Housing”) that
sets out what we should be doing, at a minimum, to ensure that our homes are safe and good
quality. This include providing an effective repairs service.

Self-Serve

This is a way that residents use our services that doesn't (at first) involve our staff. For example, a
resident who uses our online reporting tool to report a repair rather than speaking on the phone
is "self-serving".

Sentiment

A summary of the written opinions of a large group of residents that captures how they “feel”
about a service. For example, based on the information we have, residents overall have a
negative sentiment of our repairs service, meaning that a lot of the comments we receive are
negative rather than positive.

Sign Off

The process our staff follow to “get the go ahead” from a manager to take a specific action (such
as carrying out a repair).

Skills Premiums

Sometimes, it is difficult to hire staff for certain jobs (especially some tradespeople, such as
electricians) because not many people have the required skills. Where this is the case, we may
increase the salary we are offering to make it more likely that people with the necessary skill will
choose to work for us; this is known as a “skills premium?”.

Standardisation of
Components

Ensuring that we use the same parts to build and repair our homes, to make it more likely that
repairs can be carried out quickly. For example, if we make sure that our new build homes use the
same parts that we carry in our repairs vans, the correct part will be available straightaway if it
needs replacing in future. However, if we don’t do this, the part we have in our repairs van may
not be compatible, and so we may have to go away and buy the correct part.
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