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The new measures are important, as they give you an overall 
view on how we’re performing against the things that matter 
most to you. They’re a mix of results from things we do and 
monitor throughout the year, such as how long it takes us to 
deliver repairs and respond to complaints, and your views 
about your home and the service you receive from us*. 

As you go through the report, you’ll see that we’ve set 
out our results against each measure, along with some 
themes or examples of what you told us, and what 
we’re doing to improve our performance in future.

At L&Q, we believe that everyone deserves a quality 
home that gives them the chance to live a better life, 
and we want to deliver this by providing safe, high-
quality homes, services and support for you, but 
you’ll see from these results that in some areas, we 
must do more to make sure we achieve this aim. 

As a member of L&Q’s Group Board (a panel of directors 
who hold the organisation’s Chief Executive and their 
team to account) and Chair of its Resident Services 
Board (a formal group of tenants and leaseholders 
who help to govern what L&Q do), my priority is to 
make sure that L&Q is putting residents at the heart 
of everything it does, and challenging when homes 
and services don’t meet the standard you deserve. 

It’s clear from what you told us that we need to improve 
how we manage your homes, and keep you informed and 
reassured. We’re taking this very seriously, and are already 
on a journey to tackle the things you’ve told us aren’t right. 

A key part of this is making sure that your voices are 
heard when making decisions that affect you. That’s why 
I’m delighted that we’re working with an ever-growing 
body of involved residents who are helping L&Q to 
make improvements to our performance every day. This 
year, thousands of you have taken part in activities to 
tell us what you think, from online research and focus 
groups, to giving your time on resident panels and 
helping us to recruit new colleagues, and we could not 
value you volunteering your time and expertise more.

I can assure you that myself and our wider involved 
resident community will be working closely with the team 
at L&Q this year to ensure that we’re making important 
changes that mean you’re more satisfied with your 
home, and the service you receive from us.

Find out more about how to get involved in the 
conversation this year on page 34 of this booklet. 

While we know that average satisfaction after each 
individual repair received is good, you’ve told us that your 
overall impression of our repairs service is that it needs to be 
more effective and well-coordinated, and that there needs 
to be more of a focus on repairs and services that help you 
to feel safe in your home. You’ve also told us that you want 
more responsive and understanding customer services, and 
need more confidence that we are listening and acting when 
things go wrong, particularly when you’ve made a complaint. 

I want to reassure you that L&Q is committed to delivering 
on the improvements needed to tackle these issues. In 2021 
we published a new strategy, called Future Shape, which you 
can find by searching ‘L&Q Future Shape’ online. This sets 
out our priorities to invest more in the safety and quality of 
your homes, and to deliver reliable and consistent services. 

Much of the work we set out in this plan is long term, which 
means that we can tackle the big issues that we know are 
contributing to your satisfaction – this includes things 
like our Major Works programme, which will see us install 
thousands of new kitchens, bathrooms, windows, doors, 
roofs and building safety measures over the next 14 years. 
We’ll also continue to deliver the UK’s largest building safety 
inspection programme to ensure your homes meet new 
safety standards, and will be progressing extensive work to 
design better information-management systems, so that you 
only have to explain what you need from us once. Although 
these activities will take some years to reach all of your 
homes, we are already seeing gradual improvements in our 
day-to-day performance, and the feedback we’ve gathered 
from residents so far.

As part of the changes we’re making, we also constantly 
review our customer services and are making improvements 
to training and processes including complaints, so you get a 
faster, and better quality response when things go wrong, and 
are always treated with the respect you deserve. 

The results in this first Tenant Satisfaction Measures report tell us that 
there are some key areas where we absolutely must get better, and we are 
resolutely dedicated to listening to your voice to help to help us do this. 

Welcome to L&Q’s first Tenant Satisfaction Measure report. This document 
will tell you how we’re doing against the 22 new performance measures 
set by the Regulator of Social Housing for all social housing providers.

The results in this report are based on a survey of social 
and affordable rented housing residents and shared owners 
only, as private rented and outright leasehold homes are 
not regulated by the Regulator of Social Housing.

As well as investing heavily in these fundamental changes, 
we’re also trying to tackle some of the bigger problems 
that you might be facing, particularly if, like the majority of 
L&Q residents, you live in London. This is because as well as 
homes being smaller and more tightly packed, the national 
shortage of social rented homes is worst in the capital. These 
factors mean that overcrowding and antisocial behaviour are 
more common, resulting in a higher need for repairs, so you 
may be more likely to be unhappy with the condition of your 
home, and feel less safe. 

Taking a long-term approach means that we can secure 
good suppliers and make sure we’re getting the best value 
for your money, so that we can afford to deliver as many vital 
works as we can each year. 

As you’ll see from some of the case studies in this report, 
this is already having a positive impact on lives. In addition 
to this, getting best value for our repairs means we can 
continue to invest in building new homes, to provide more 
much-needed affordable housing in both London and 
Greater Manchester where we operate. 

You’ll be able to read more about what we’ve done and plan 
to do throughout this report. I’d like to take this opportunity 
to extend my heartfelt thanks to all of the residents who have 
contributed to our improvement journey, either through your 
continued involvement or by taking the time to respond to 
our surveys. I look forward to hearing more from you over 
the coming year.

*

Fayann Simpson OBE
Senior Independent Director and 
Chair of Resident Services Board 

Fiona Fletcher-Smith
Group Chief Executive

A message from our Chief ExecutiveAn introduction from our Resident Chair
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Who we spoke  
to and how:

4,000
We gathered the views  
of over 4,000 residents

Who gave their 
views:

53%
Social rented residents

24%
Shared owners 

12%
Supported 
living residents 

11%
Other affordable 
rented residents

How we gathered 
their views: 

69%
Telephone interviews

12%
Postal questionnaires

22%
Online surveys 

When we gathered 
their views: 

4 stages
Our surveys were carried 
out in four stages at 
different times of the year.
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Keeping properties in good repair

Maintaining building safety

Respectful and helpful engagement

Effective handling of complaints

Responsible neighbourhood management

1

2

3

4

5

In April 2024, the Regulator of Social Housing introduced a new requirement for 
all social housing landlords, like L&Q, to report on a set of measures that tell you 
how well we’re doing at providing quality homes and services each year.

These are called Tenant Satisfaction Measures (TSMs).

The measures are designed to improve standards for people living in social and affordable housing. They will do this by 
showing you how well we’re doing on important things like delivering repairs, dealing with any complaints and treating 
you with respect, and they’ll also help you to hold us to account when we’re not performing as we should.

The TSMs are grouped into five themes – this report will tell you how we’re doing against each of these:

How we measured our performanceWhat are Tenant Satisfaction Measures?

The Regulator asks us to report on views from both social and affordable rented 
housing residents, and shared owners.*

We commission an independent survey company to contact residents and capture your thoughts on how satisfied you 
are with your home and the services we provide to you. 

Residents are randomly selected to take part in the survey. However, we make sure that we are talking to a mix of 
different types of tenants and shared owners that reflect the make-up of the people who live in L&Q homes.

There are no rules that tell us exactly how we should collect your views. We’ve chosen to use a mix of survey methods, 
as it helps us to collect different types of feedback and it provides residents with different ways to take part. For 
example, postal surveys are provided to supported living residents so that a friend or family member can help them 
to take part if needed.

How we listen all year round

Monitoring and reporting our performance against the new satisfaction measures isn’t the only way we listen to and 
learn from residents. We carry out a variety of surveys all throughout the year to make sure that we know how you 
feel and can address any issues as soon as possible. These include surveys immediately after you’ve received a repair 
from us, or we’ve dealt with a complaint from you.

We also offer lots of opportunities for you to work with us to develop and test our services – from taking part in online 
research or helping us to recruit new colleagues, right up to our formal Resident Services Board.

To find out about more 
opportunities to have your 
say and help shape our 
services click here

*	This is because private rented and outright leasehold homes are not regulated by the Regulator of Social Housing.

http://www.lqgroup.org.uk/landq-community/resident-involvement
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We’re reporting on 22 different Tenant Satisfaction Measures which are set for all 
housing associations by the Regulator of Social Housing. Some of these are based on 
information we hold about how we manage your homes and services, and some of 
these are based on your views.

For each TSM theme we’ll share the results for each measure, as well as more information about what you told us, and our 
improvement plans.

How to understand the results

The Regulator of Social Housing asks us to report separately on views from both social and affordable rented 
housing residents, and shared owners. 

As there are several different types of homes included in these descriptions, it has grouped them into two different 
categories as follows:

Regulatory category Types of homes included in this

Low Cost Rental 
Accommodation 
(LCRA)

Social rented 
Homes where rent is set by Government, usually at around 50% less than the average 
private rent for the area. Sometimes called ‘General needs housing’.

Supported living 
Social rented homes, where residents need some form of support to live in their home –  
this includes homes that are managed by L&Q, but support is provided by another company. 
Most homes of this type are managed by our supported living business, called L&Q Living.

Affordable rented 
Homes where the rent is set at lower levels than the average private rent for the area 
(usually 20%-30% less). This includes rent types like Intermediate Market Rent and London 
Living Rent.

Low Cost Home 
Ownership (LCHO)

Shared ownership
Homes where residents have bought a share of their home and pay rent to L&Q for the 
remaining share. This includes homes where the landlord is L&Q, but the building is owned 
and services are provided by a different company.

This report gives two results against each satisfaction measure:

LCRA Satisfaction – views from Low Cost Rental Accommodation residents only
LCHO Satisfaction – views from Low Cost Home Ownership residents only 

Things we do 
Measured by information we hold about how we 
managed your homes and services between 1 April 
2023 and 31 March 2024

Things you’ve told us 
Measured by the percentage of residents who said that they 
were satisfied when asked about their personal experiences

Overall satisfaction Result on page 10

  Overall satisfaction

Keeping properties in good repair Results on page 14

Homes that do not meet the Decent Homes Standard Satisfaction with repairs

Repairs completed within the target timescale Satisfaction with the time taken to complete most recent repair

  Satisfaction that the home is well maintained

Maintaining building safety Results on page 18

Gas safety checks Satisfaction that the home is safe

Fire safety checks  

Asbestos safety checks  

Water safety checks  

Lift safety checks  

Respectful and helpful engagement Results on page 22

  Satisfaction that the landlord listens to tenant views and acts 
upon them

  Satisfaction that the landlord keeps tenants informed about things 
that matter to them

  Agreement that the landlord treats tenants fairly and with respect

Effective handling of complaints Results on page 26

Complaints relative to the size of the landlord Satisfaction with the landlord’s approach to handling complaints

Complaints responded to within Complaint Handling 
Code timescales  

Responsible neighbourhood management Results on page 30

Antisocial behaviour cases (relative to the size of 
the landlord)

Satisfaction that the landlord keeps communal areas clean 
and well maintained

  Satisfaction that the landlord makes a positive contribution 
to neighbourhoods

  Satisfaction with the landlord’s approach to handling 
antisocial behaviour

The Tenant Satisfaction Measures What this report will tell you

You can find more detailed information about the Tenant Satisfaction Measures 
and how they’re regulated by clicking here

https://www.gov.uk/government/consultations/consultation-on-the-introduction-of-tenant-satisfaction-measures/outcome/tenant-satisfaction-measures-summary-of-rsh-requirements-accessible
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Taking everything into account, how satisfied or dissatisfied are you with the service 
provided by L&Q?

Overall satisfaction with the service provided by us... 

Find out more about our offer for vulnerable residents on page 35.

TSM Results 

Overall satisfaction

•	We’re one year into a £3 billion 
long-term major works programme 
which will improve the safety, 
comfort and environmental 
performance of resident’s homes 
and buildings – this will include 
fitting 48,000 new kitchens and 
42,000 new bathrooms over the 
next 14 years, alongside a range  
of other improvements

•	We're changing our repairs service so 
that we can deliver more everyday 
repairs, more quickly. We're doing this 
by delivering more large repairs 
through the above major works 
programme, and increasing the 
amount of day-to-day repairs we 
deliver first time

•	We’ve increased the size of our 
housing management and 
customer services teams, and put 
new training in place for all of our 
resident-facing colleagues, to help 
them communicate with you in a 
clearer, empathetic, and timely way

•	We’ve updated the way we 
train colleagues to identify, 
record information about, and 
support vulnerable residents, so 
we can recognise where you 
may need extra support more 
quickly. We’re carrying out 
visits to vulnerable residents to 
make sure we fully understand 
what type of needs we might 
need to make adjustments for

•	We’re addressing shared 
ownership satisfaction by looking 
at how we can simplify the way 
we work with building owners 
and managing agents in blocks 
where we’re not the owner, so 
that we have more control or 
influence over the services 
residents receive and pay for

•	We’ve also started a review 
about how we carry out 
affordability checks for new 
shared owners to reflect the 
rising cost of many services.

Residents of affordable rented homes 
told us that the most important thing 
to them is a well-maintained, safe 
home and caring customer services, 
which are easy to deal with, hear their 
concerns and act on them.

Residents who are dissatisfied are most 
likely to say that we didn’t respond to or 
act on their issues and requests, that our 
communication is poor, or that we have 
either not carried out the repairs they need, 
or done them to a poor standard. Shared 
owners may also say they are unhappy  
with their rent and/or service charges. 

Shared owners told us they value 
the way we listen to, and act on 
their views the most, with fair 
and transparent service charges 
also being important.

You told us 

53% 31%
Low Cost Rental 
Accommodation 
Satisfaction =

Low Cost Home 
Ownership  
Satisfaction =

Residents who are satisfied are 
most likely to say that we’ve 
delivered good customer 
service and responded to 
them in good time.

How we’re improving
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Our Major Works Investment Programme delivers thousands of improvements 
works each year to improve the safety, comfort and environmental performance 
of residents’ homes. 

Camberwell resident Ian Ricketts says he finds it much easier to cook and clean after 
his kitchen and bathroom were replaced as part of the works delivered this year.

Camberwell Resident thrilled 
with new wheelchair-friendly 
kitchen and bathroom

Case 
Study

Ian, who uses a wheelchair, was initially offered a new 
kitchen, fitted by one of our ten programme partners, Axis.

Before the work started, we identified Mr Ricketts would also 
benefit from a new bathroom. As a result, a new shower and 
toilet was fitted along with new flooring, tiling and panelling.

Mr Ricketts says we went above and beyond by working 
with occupational health advisors to make sure that his new 
cooker and sink were installed at a suitable height.

He said, “It was a bit of a stretch to get to them before. They 
lowered it, which is just amazing. It’s so much better. It's 
much easier to wash up and it’s far less dangerous to cook. 
“They even fitted a new induction hob which cools down 
quickly, so it’s much safer.”

“I’ve always cooked before, but I had to use a perching 
stool, which made it awkward. It’s much easier now. I made 
spaghetti bolognaise the other day and I was able to chop up 
all the vegetables and it was so much better. 

Mr Ricketts was extremely happy with our contractors 
who completed the works at his home within a week.

“I feel really happy that I got a new bathroom as well. 
The toilet was so low I’d had to put an extender on to 
make it higher so I could get off.”

For more information about the Major Works Investment 
Programme please click here

Stacy at Axis was really helpful 
and L&Q went above and beyond. 
I didn’t think I’d be able to have a 

lower cooker or sink, so I was going 
to make do but she went out of 

her way to make sure I got these.

Ian Rickets,  
Camberwell resident

The first major works improvements to homes in the North West will begin in 2024, 
after we appointed United Living Property Services as our partner to lead the programme 
in this region.

https://www.lqgroup.org.uk/your-home/major-works-investment-programme
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What we’ve done Result

Homes that do not meet the Decent Homes Standard 
As a % of all homes managed

1.88%

Repairs completed 
within the landlord’s 
target timescale 

Emergency responsive repairs* 93.24%

Non-emergency responsive 
repairs*

70.72%

What you’ve told us LCRA satisfaction LCHO satisfaction

Satisfaction with the overall L&Q repairs service  
over the last 12 months 

61% N/A**

Satisfaction with the time taken to complete  
most recent repair

56% N/A**

Satisfaction that the home is well maintained 58% N/A**

•	Our long-term major works 
programme has already delivered 
over 8,000 improvements to 
bathrooms, kitchens, windows, 
roofs and other building elements, 
and is on track to deliver at least 
5,000 more this year 

•	In addition to the above, this 
year we’ll deliver over 6,000 
energy efficiency improvements 
to make homes warmer and 
cheaper to run

•	We’ve launched a project to 
improve the way we deliver 
repairs so you get a faster, 
better quality service which 
offers you more choice – since 
April 2023 we’ve reduced the 
average amount of time it takes 
us to deliver day-to-day repairs 
by 12 days 

•	As part of this we’re also now fixing 
76% of day-to-day repairs first time 
(beating the target of we set ourselves 
of 75%). We’re expect this figure to 
continue to rise over the coming year 
– we’re already completing 83% of 
smaller jobs on our first visit

•	We created a new roofing team to 
improve the way we deliver roof 
repairs – as a result our first-time fix 
rate for this type of work increased by 
6% in March

•	Since 2020 we’ve made over 23,500 
home visits and fitted around 17,000 
humidity sensors to prevent and tackle 
damp and mould through our Healthy 
Homes Project

•	We’ve written to all residents of 
affordable rented homes with a new 
repairs responsibility booklet, so you 
know what our repairs offer is, and 
what your responsibilities are

•	We’ve introduced compulsory 
training for all colleagues to 
make sure that they are 
accurately recording information 
about you and your home, which 
means we can offer you a better 
coordinated repairs service. 
So far this has been completed 
by 99.9% of our team

•	We’re making a major investment 
in new information systems that will 
help us to better manage repairs 
and planned works for your home. 
This will also mean that over the 
next few years, you can expect 
more choice in how you manage 
your home online, and we should 
become easier to deal with 
however you choose to contact us.

TSM Results 
Keeping properties in good repair

  
 

They do their best to 
make the customers 
happy – they do come out 
and make things right.

[They leave] 
unfinished jobs, 
and every time I call 
it’s just the same.

They seem to be 
responding to repairs 
quicker and seem a lot 
more interested in the 
property maintenance.

I have been told one 
thing by one person, 
a different thing by 
another. I repeatedly 
need to chase things up 
to be completed.

When there 
is a problem, 
they respond 
immediately.

They never get any 
work done on time 
and are always 
putting me off.

You told us 

Your satisfaction with the maintenance of your home throughout the year 
As well as monitoring satisfaction against the new measures in this report, we carry out surveys immediately after 
delivering some services throughout the year, to make sure that we know how you feel and can address any issues as 
soon as possible.

Here’s what you told us this year:
•	75% of residents in affordable rented homes were satisfied with the service after receiving a repair  

(down from 76% the previous year)

•	76% of residents were satisfied with the service after receiving planned maintenance - usually major works 
such as replacement kitchens, bathrooms, roofs or windows, or works to shared spaces, such as 
redecorating (up from 66% in the previous year – 2022/23 data based on London/South East residents only*)

•	81% of residents in new build properties were happy with their home one year after moving in  
(up from 80% in the previous year).

*	L&Q homes in the North West were managed by Trafford Housing Trust until April 2023, and comparable data was not  
	 collected for them.

Did you know? If you identify as a vulnerable resident you may qualify for reasonable adjustments to your 
home and services, and extra support with repairs. Find out more on page 35.

How we’re improving

*	 Responsive repairs are day-to-day repairs that we carry out when you report them to us. We have not provided detail 
regarding the target timescale for these, as we have different targets dependant on the type of repair (for example: some 
emergencies must be responded to within four hours, but others can be responded to within 24 hours)

** Shared owners are typically responsible for their own repairs to the inside, and sometimes the outside of their home, 
so The Regulator does not require us to report LCHO results for these measures.
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Getting residents involved with our Repairs Change Project means means we're 
shaping our services to meet your needs.

Working with residents to 
improve our repairs service

Lesley Hannabuss from Bexley has been an involved L&Q 
resident for over 10 years. During this time, she has been 
involved with various volunteering opportunities such 
recruiting new colleagues for our Direct Maintenance team, 
the resident annual conference and the reviewing of our 
complaints procedure. 

Lesley recently joined 13 other residents from across 
the country who took part in online repairs improvement 
sessions in December 2023. These were a part of our 
Repairs Change Project which is seeking to provide you 
with a faster and more efficient repairs service. We wanted 
to understand your experience when reporting a repair on 13 
key areas, from the moment you request a repair to the point 
we complete it.

Here’s what she said about her experience “Resident 
involvement is vital as it means L&Q get a clear idea of what 
is needed and how things affect residents. This knowledge 
is important when considering different services that L&Q 
provide. Without the input, L&Q can only ‘guess’ what is 
required which potentially leaves a lot of room for error.”

Lesley believes by working together, residents can build a 
positive relationship with L&Q, and that understanding some 
of the challenges of delivering repairs can help reduce the 
feeling of frustration when reporting a repair. She said, “L&Q 
have a very real commitment to getting things right and this 
is clearly demonstrated at every meeting that I attend.”

Of the repairs improvement sessions, Lesley says, “The 
focus was on really wanting to know the entire experience of 
logging a repair, every little detail that adds to the frustration 
faced by residents which can overshadow the positives.”

“Often residents feel that by expressing their 
dissatisfaction they are moaning or being unreasonable 
and I am sure this project also had an impact on staff 
becoming more understanding of the problems faced by 
residents with repairs.”

After the initial sessions, Lesley and fellow residents 
joined us for a follow-up session in January 2024 to 
review the findings.

I would encourage residents who 
have the time and inclination to 
become involved and work with 
L&Q so that their voice is heard 
and things are improved. I am 

sure that they would be amazed 
at how welcome they would 

be made to feel and that their 
contribution would be valued 

and most of all their input 
can result in real change.

Lesley Hannabuss, 
Bexley resident

Case 
Study

Our repairs offer sets out what we'll repair and what we expect residents to repair. To learn more about what our repairs 
off is, how we expect you to look after your home and when we will carry out repairs, click here.

“The initial meeting was focused on an ‘warts and all’ 
feedback of the problems which was very encouraging with 
the follow up session showing that residents were being 
listened to, and that there was a real commitment for change.”

The research has shown four main areas we need to improve 
on: communication during the repairs process, wait times, 
quality and customer service. Lesley felt “very hopeful” with 
the results and that things will change. 

www.lqgroup.org.uk/your-home/repairs-and-maintenance
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What we’ve done 
All as a % of required checks completed

Results for homes 
where L&Q is responsible 
for safety checks* 

Results for all homes, 
including where another 
managing agent is responsible 
for safety checks**

Gas safety checks 98.90% 87.86%

Fire safety checks 99.40% 85.18%

Asbestos safety checks 98.59% 69.11%

Water safety checks 97.74% 65.52%

Lift safety checks 99.21% 69.77%

What you’ve told us LCRA satisfaction LCHO satisfaction

Satisfaction that your home is safe 66% 54%

•	Where L&Q is responsible for safety 
checks we perform well, but always 
strive for 100% as these are required 
by law. One of the biggest problems 
we face is getting into homes and 
buildings to do the work – we’re 
improving this by:

	- Providing at least 48 hours 
notice of checks (and usually 
more than this)

	- Offering out of hours 
appointments to help 
residents with daytime 
commitments to let us in

	- Introducing ‘suited locks’ to 
shared spaces in buildings where 
we can – this means that we can 
use a master key to get in and 
carry out essential works without 
disturbing residents

	- Creating a dedicated team to 
collaborate with residents in 
developing new ways to make it 
easier for you to let us into your 
homes when needed

	- As a very last resort, taking 
residents who repeatedly refuse 
to let us in to court

•	We’ve improved the way we manage 
our contractors to make sure safety 
checks happen when they should, 
and are carried out well

•	We’ve reviewed the way we work 
with other managing agents who are 
responsible for safety checks and will 
be making improvements to this in 
the coming year

•	As well as our work to improve 
performance against the essential 
safety checks measured here, we're 
also carrying out one of the UK's 
largest building safety inspection 
programmes, covering 32,000 
homes in 1,850 buildings 

•	We have a dedicated fire safety 
engagement team to make sure 
we’re keeping residents who 
live in buildings which need 
inspection up to date 

•	We’ve now inspected 1,127 
buildings and confirmed that 
721 (over 16,000 homes) don’t 
need any works to meet new 
building safety standards. We’re 
on track to complete all of the 
inspections needed by our 
target date of 2026.

•	212 of the inspected buildings 
need works, and these are in 
progress at 161 (we are awaiting 
inspection results for the 
remaining buildings).

TSM Results 
Maintaining building safety

  
 

We have new windows 
and doors, we have 
regular gas checks and 
electrical checks and 
I feel safe when these 
people come to do work.

I didn't really know 
what was happening 
as L&Q information 
was absent, delayed or 
contradictory.

My property is safe, 
secure and maintained.

There’s no consultation 
with tenants on things 
that go ahead.

I've never had 
any problems. 
We get a gas 
safety check 
every year.”

L&Q should make 
residents feel like 
they're actually 
listened to, and to 
improve the line of 
communication.

You told us 

Find out more about our building safety work, including how request your Fire Risk Assessment report, and 
advice to keep your home safe from fire by clicking here

We know that for you, safety is also about how we respond to repairs and reports of anti-social behaviour, so you’ll find updates 
on how we’re improving in these areas on page 14 (repairs) and 30 (anti-social behaviour).

Did you know? 
Regular checks for gas, fire, asbestos, water and lift safety are vital to keep you and your neighbours safe and are 
required by law. 

Sometimes we’re not able to do these when we need to because we can’t get into homes or buildings. We’ll always give 
you at least 48 hours’ notice of checks happening (unless there’s an emergency, such as a gas or water leak). It’s very 
important that you make sure you’re at home to let us in, or if you can’t be at home, call us to book another appointment. 

How we’re improving

*	 These results show the percentage of checks completed in homes where L&Q has the legal responsibility to carry these out.

** These results show the percentage of checks that we are able to confirm as complete in all of the homes covered by this 
report. This includes homes where another managing agent is legally responsible for safety checks (this often includes homes 
in buildings where not everyone is an L&Q resident, and the managing agent has been appointed by another landlord, or the 
building owner). For these homes, we rely on managing agents to provide us with this information. These results are much 
lower than the L&Q figures as, at the time of writing, only 23% of managing agents had responded to us when we asked 
them to confirm that these checks had been done. Those that responded to us confirmed that 100% of required checks were 
complete. We will continue to work with the remaining agents to make sure they are carrying these checks out.

https://www.lqgroup.org.uk/building-and-fire-safety
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Listening to your views 
on building safety

We worked with a group of residents from London and the 
North West to hear about their personal experiences and 
how they would like to be kept informed about important 
decisions affecting their building.

Over five online sessions, residents and L&Q colleagues 
created a framework to set out how we can keep residents 
better informed about building safety inspections and works. 

We asked a regional committee member to tell us what she 
thought about the initiative. Here’s what she said:

“I think it’s a very positive move. It’s helped residents become 
aware of the building safety aspect, especially high-rise 
buildings like my own. I’ve lived in my building for over 
40 years – it's 23 storeys high. I think the sessions should 
continue but with face-to-face meetings, so it considers 
those that aren’t tech-savvy. I do love that the current 
sessions consider vulnerable people.”

“I’ve always been aware of my fire safety procedure leaving 
the building, but others aren’t,” she said. “It’s important that 
people get involved with the area they live in, so that they 
can be aware of how things work and L&Q can cater to their 
needs. Their views will be taken on board.”

Residents told us how we can improve our communication 
methods, to consider resident accessibility and how we can 
display information to make it easier to understand.

All our high-rise blocks will receive a personalised Resident 
Engagement Plan developed in partnership with residents 
from that block, with resident workshops taking place over 
the next year. We're committed to making the resident voice 
central to every aspect of building safety and providing a 
wide range of opportunities for residents to actively take part 
in the ongoing safety of their building. 

L&Q is delivering one of the largest building safety inspection programmes in the UK, 
covering 32,000 homes in 1,850 buildings. We’re over halfway through this and over 
16,000 residents’ buildings meet new safety standards, however, we know we can do 
more to reassure residents about the work we’re doing. 

I’d love more people to get 
involved – it’s because I get 

involved and talk to L&Q staff that 
things are changing for me.

 L&Q resident 
and regional 

committee member

Case 
Study

Did you know? 
At L&Q, we carry out Person-Centred Risk Assessments (PCRA) to residents who may be more vulnerable 
in a fire - we share this information with the Fire and Rescue Services (fire brigade). We also carry out regular 
fire risk assessments to make sure fire equipment in your communal areas are in good working order.
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What you’ve told us LCRA satisfaction LCHO satisfaction

Satisfaction that L&Q listens to your views  
and acts upon them

46% 20%

Satisfaction that L&Q keeps you informed  
about things that matter to you

56% 38%

Agreement that L&Q treats you fairly and with respect 70% 52%

•	Since 2022 we’ve increased 
the number of colleagues in 
our Housing Management 
team by 30%, so we can 
respond to you more quickly

•	We’ve introduced compulsory tone 
of voice training for all colleagues to 
make sure we speak and write to you 
in an understanding and respectful 
way – 99% of colleagues have now 
completed this

•	Where possible, we’ve worked 
with residents as part of the 
recruitment process for key 
roles in Housing, Complaints 
and Maintenance, to make sure 
we employ people who are 
passionate about doing the 
best for you 

•	We’re making major investments in 
new housing management systems 
and technologies that will improve 
how we manage your information 
and communicate with you

•	We’ve created a new Leaseholder 
Forum group for shared owners and 
leaseholders, to help us understand 
and respond to your issues

•	We’ve introduced a new, quarterly 
newsletter for shared owners, and 
are carrying out research to learn 
more about what you’d like to hear 
from us, and how

•	We support the principles in the 
Leasehold Reform Bill to improve 
protections for shared owners  
 

and will be working with a group 
of residents to trial a new way of 
presenting service charge 
estimates in a clearer and more 
transparent way this year

•	It’s important to us that our homes 
are genuinely affordable and provide 
best value for money for residents, 
so we’re looking at how we can 
simplify the way we work with 
building owners and managing 
agents in future, so that we have 
more control over the services 
residents must contribute towards. 

•	We’ve also started a review about 
how we carry out affordability 
checks for new residents to reflect 
the rising cost of many services.

TSM Results 
Respectful and helpful engagement

  
 

The people at customer 
services are always really 
lovely and understanding 
of every situation. It is 
easy to speak to them.

It can be quite hard to get 
hold of people… there's 
a lack of communication, 
and people not taking 
responsibility. 

Everyone is polite and 
helpful. I am house 
bound and they are very 
understanding with me.

They do not give me 
what they promise. 
There is no transparency 
of what I am paying for. 
It does not give me a 
feeling of trust.

It’s all about service 
and they provide 
with care and 
understanding.

I think they 
are not really 
connected to 
the tenants to 
see if they are 
happy or not.

You told us 

Find out more about opportunities to get involved with L&Q, including volunteering to help with recruitment 
or being a resident panel member, on page 34.

Your satisfaction with how we listen and act throughout the year 
As well as monitoring satisfaction against the new measures in this report, we carry out surveys immediately after 
delivering some services throughout the year, to make sure that we know how you feel and can address any issues as 
soon as possible.

Here’s what you told us this year:

•	65% of residents in affordable rented homes were satisfied with how we listened and acted after receiving a 
repair (up from 64% the previous year)

•	61% of residents were satisfied with how we listened and acted after receiving planned maintenance - usually 
major works such as replacement kitchens, doors or windows, or works to shared spaces, such as 
redecorating (up from 49% in the previous year – 2022/23 data based on London/South East residents only*)

•	46% of residents in new-build properties were happy with how we listen to and act on their views one year 
after moving in (up from 45% the previous year)

*	L&Q homes in the North West were managed by Trafford Housing Trust until April 2023, and comparable data was not  
	 collected for them.

How we’re improving

Did you know? 
In April we launched a new Resident Rights hub on our website, where you can find everything you need to know about 
your rights and responsibilities in relation to your home, and how to complain when you feel we’ve got something wrong. 
Visit www.lqgroup.org.uk/your-home/resident-rights to find out more.
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Lorna’s life was turned upside down after her husband passed 
away from lung cancer in 2017. She moved to Limelight, 
our award-winning health and wellbeing hub located in the 
heart of Old Trafford, Greater Manchester. Whilst learning 
how to navigate life without her husband and through her 
devastating grief, it wasn’t long before she was channeling 
her pain into something positive and inspiring – as she 
resolved to do something to help others in a similar situation.

With the help of Limelight, she set up a grief support 
group – a place that became a lifeline for people dealing 
with the death of a loved one.

“After losing Paul, I found that people didn’t know what to 
say, because they were afraid of hurting my feelings. Whilst I 
was fortunate to have my daughters, grief can cause feelings 
of loneliness, with many left to fend for themselves.”

She set up a bereavement group for residents and members 
of the community.

“Attendees found they had so much in common and spoke 
about everything from their own losses to grief in general 
during the 12-week sessions. To see people learn they’re 
not alone and that they didn’t have to suffer in silence was 
amazing,” she said.

For Lorna, Limelight is a place of comfort and of belonging, 
where the faces are familiar, the routines settled, and 
residents look out for one another.

“Having this community right on my doorstep has changed 
my life,” she said. “The difference between living at Limelight 
and living in the tiny bungalow I moved from is huge. When 
I leave my apartment, I bump into other residents, many of 
whom have become friends, and have friendly exchanges; 
all of which add to my sense of wellbeing and combat the 
loneliness of living alone.

"We have a residents’ lounge where residents can 
get together and socialise and have access to a library, 
restaurant, opticians, pharmacy and doctors’ surgery. 
It’s a hugely positive and life enhancing place to live.” 

Our pet policy meant Lorna could have a feline friend 
again – and now Lorna is rarely seen without Hazel perched 
on the arm of her wheelchair.

“I adore cats and have had one by my side since the age 
of six. When I moved here, I had to let a very precious 
cat go. For me, after suffering with grief and depression, 
it was the difference between having a pet and going on 
antidepressants. Hazel is amazing and has brought me so 
much pleasure.”

Securing respect and understanding for everyone living in social housing starts with 
hearing the people who call it their home. At L&Q, we have been promoting resident 
voices through ‘I am social’: a campaign which aims to fight the stigma associated 
with social housing. To do this we’ve been working with five amazing resident 
ambassadors, who have shared their inspirational stories with us.

Meet retired nurse, Lorna

L&Q Residents speak out about stigma 

Case 
Study

To hear from all of the I Am Social resident ambassadors please click here

Did you know? 
Limelight is one of the many later life living options that 
L&Q offer in both the North West and South East. 
It’s specifically for older people who can receive help 
from having 24-hour care staff on-site. 

The scheme allows people like Lorna to have their 
own home for longer without the need to move into a 
care home to receive help. It supports people with a 
variety of health conditions, including people who have 
suffered from strokes and require ongoing support. 
 
Limelight also offers a range of free community 
activities and grants as part of our L&Q Inclusion 
programme. The programme aims to reduce isolation 
and improve health and wellbeing. This year, 89% of 
residents said that taking part had reduced their feelings 
of loneliness and isolation, with 20% saying they had 
visited a GP less often since the activities 
were introduced.

https://www.lqgroup.org.uk/media-centre/fighting-social-housing-stigma-i-am-social-campaign
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What we’ve done Result

Complaints relative to the size of the landlord
As the average number of complaints per 
1,000 homes managed

Stage 1 complaints per 1,000 homes 151.3

Stage 2 complaints per 1,000 homes 24.4

Complaints responded to within Complaint 
Handling Code timescales

% of Stage 1 complaints responded 
to within 10 working days

83.90%

% of Stage 2 complaints responded 
to within 20 working days

35.80%

What you’ve told us LCRA satisfaction LCHO Satisfaction

Satisfaction with L&Q’s approach to handling 
complaints 

27% 10%

•	We’ve doubled the size of our 
complaints team so we can respond to 
your complaints more quickly

•	We’ve reduced the number of 
active complaints by over 1,640

•	Over 300 colleagues have completed 
new complaint handling training, so 
they can better support you by 
understanding, and addressing issues 
you may have

•	Every colleague involved in handling 
your complaints has a performance 
objective to make sure they are taking 
responsibility for resolving these and 
promoting a positive complaints 
culture – they’ll be assessed on this 
every year

•	Colleagues who are responsible for 
sending you complaint responses now 
have the quality of these routinely 
checked every month 

•	A member of our Group Board and 
Resident Services Board, which is 
made up of L&Q tenants and 
leaseholders, is overseeing our 
work to improve the way we deal 
with complaints 

•	We’ve updated the way we  
manage compensation, so if  
we get something wrong, you’re 
compensated fairly based on how 
you’ve been impacted – you’ll find 
our new compensation policy at 
www.lqgroup.org.uk/contact-us/
complaints/make-a-new-complaint 

•	We’ve improved the complaints 
information on our website to make 
it easier for you to tell us about 
things that have gone wrong

•	We’ve set up a Complaints 
Monitoring and Learning Group 
to help us improve services 
based on your feedback.

TSM Results 
Effective handling of complaints

I have received prompt 
and adequate resolution 
to my complaints.

Complaints are not taken 
seriously and problems 
are not dealt with within  
a reasonable timeframe.

When I phone about 
any issues or have a 
complaint the customer 
services are nice and 
deal with my concerns.

They need to listen to 
people then act on it, 
and not just say they will.

Whatever  
complaints we have 
are resolved quickly.

We’ve  
complained but  
nothing gets done.

You told us 

Did you know?
In 2023, research on the new Tenant Satisfaction Measures* showed that, on average, only 34% of social tenants 
were satisfied with their landlord’s complaint handling. We know that our complaints performance needs urgent 
improvement, so we’re listening to your feedback, and have invested more in complaints staffing and training than 
ever before. 

*	Source: Housemark - www.housemark.co.uk/news/first-look-at-tsm-results-as-housemark-publishes-mid-year-data

We offer a two-stage complaints process which meets the standards set out in the Housing Ombudsman’s 
Complaint Handling Code. For more information on how to complain to us see page 34.

How we’re improving
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Improving our complaints 
handling process

Involved residents were invited to volunteer to 
take part in workshops where they reviewed a 
selection of complaint responses. Those that took 
part assessed and commented on how well we 
handled each case, according to our complaints 
handling procedure and our values of inclusion, 
passion, people responsibility and impact. The 
responses highlighted some of the good practice 
we demonstrated when handling the cases, as well 
as areas where we need to do better.

As a result of the workshops, we’ve changed the 
way we handle complaints, so that you receive a 
better experience from us from the moment you 
log a complaint with us and until it is resolved. This 
includes improving the way we keep you informed 
about how we’re getting on with dealing with your 
complaint and any actions we’re taking relating to 
this. This will give you a chance to query decisions, 
ask follow-up questions, and let us know if we’ve 
missed anything.

Gail Hutcheon, a South East resident who took 
part in the complaints workshops said: "Residents 
are able to have a voice so that L&Q can use their 
past experiences about complaints to learn and 
shape the change and allow residents to feel a part 
of the process."

Case 
Study

You’ve told us that our complaint-handling process isn’t good enough, 
so we’ve been collaborating with residents to improve the way we work 
with you when something has gone wrong.

I would definitely recommend that 
residents take up the volunteer 

opportunities no matter how small, 
as this is how change will be made. 

And I have seen that change first 
hand by the way in which my 

complaint was resolved.

Gail Hutcheon, 
Forest Hill resident

Did you know?
Our resident involvement and accountability programme delivers a range of opportunities and training sessions to meet 
your needs as well as improving the services you receive from us. We have over 600 residents volunteering with us.

Find out more about what our resident involvement and accountability programme have done so far, the impact it has 
had on our services and how to become an involved resident member by clicking here

https://www.lqgroup.org.uk/landq-community/resident-involvement
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What we’ve done Result

Anti-social 
behaviour 
cases relative 
to the size of 
the landlord

ASB cases opened per 
1,000 homes

48

ASB cases involving hate crime 
opened per 1,000 homes

0.7

What you’ve told us LCRA satisfaction LCHO satisfaction

Satisfaction that L&Q keeps communal areas clean and 
well maintained

58% 46%

Satisfaction that L&Q makes a positive contribution 
to neighbourhoods

49% 28%

Satisfaction with L&Q’s approach to handling 
antisocial behaviour

51% 26%

•	We’ve introduced new cleaning 
contracts for the shared areas of 
estates in the South East

•	In the North West, services to look 
after the shared areas of your estate 
are delivered by Cleanstart, our 
landmark project which provides 
jobs for people who may find it 
difficult to secure employment 
elsewhere – to find out more visit 
www.lqgroup.org.uk/cleanstart

•	We've introduced a new instant 
reporting system for communal 
cleaning, so our teams on estates can 
notify contractors immediately if 
something needs to be cleared up

•	We’ve put 20 Domestic Abuse 
Champions in place in our Housing 
Management team, to help us to 
recognise residents who may be 
suffering from domestic abuse, and 
make sure they’re receiving the right 
type of support

•	Everyone in our Housing Management 
team has received training on how to 
effectively deal with noise-related 
anti-social behaviour, and we’re now 
delivering wider training on anti-social 
behaviour handling to 250 resident-
facing colleagues 

•	We’re improving our working 
arrangements with local partners 
such as councils and police to help 
us tackle noise related ASB as 
quickly as possible

•	We’re using the experience you’ve 
shared with us on how we’ve handled 
ASB issues to help us continually 
improve the service we provide

•	The L&Q Foundation provides 
services to support residents and 
their communities. Last year we 
supported residents to gain over 
£8m in additional benefits and 
helped 244 people into work  

•	We've supported over 120 
community organisations and 
projects, including free tuition for 
young L&Q residents, and a wide 
variety of sports activities

•	Every year we provide specialist 
support to hundreds of residents who 
may be in danger of losing their 
homes, as well as giving essential fuel 
and food vouchers to our most 
vulnerable households

•	Our dedicated supported living 
service L&Q Living provides homes 
or support to more than 10,000 
people, and provides services for 
people with mental health illnesses, 
people with learning disabilities, and 
older and young people.

The house is in a nice area. 
The people are quiet and 
friendly, thoughtful, the  
flat is warm and comfy.

Response times can 
be pretty poor, and 
there’s constant 
change over who's  
in control.

I have never had any 
problems with L&Q. 
They come out if I have 
an emergency and the 
place is kept clean. 

It's so messy, 
repairs are 
slower and I 
feel less safe.

They are looking after the 
environment and garden 
is well maintained, as 
they regularly clean the 
communal area.

The communal 
areas are not well 
looked after.

You told us 

L&Q Foundation
For more information about how the L&Q Foundation could support you and your community click here

Services are free and include: 
•	Employment advice

•	Training opportunities

•	Money management, debt and benefits support – including help if you are struggling to pay your rent

•	Community centres (including seasonal food banks and warm centres)

•	Funding for community projects.

How we’re improving

TSM Results 
Responsible Neighbourhood Management

  
 

http://www.lqgroup.org.uk/landq-foundation
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Originally from Bangladesh, Mujtaba moved to the UK in 
1988 and has rented his family home in Leyton, Waltham 
Forest from L&Q since 2007. 

Following a varied career including roles from fundraising to 
support work and daycare, Mutjaba found himself without 
work in 2020 after the hospice he was working at paused his 
volunteer role.

While looking for a new opportunity, he attended courses 
arranged by the L&Q Foundation to learn new skills, boost 
his confidence, and improve his employment prospects. As 
part of this he also received employment support from the 
Aston Group, one of our partners, where he learnt interview 
techniques and benefitted from one-to-one advice. 

Sadly, in early 2021, Mujtaba had a heart attack which left 
him gravely unwell. He spent six days alone in ICU, a period 
he describes as 'traumatic and frightening.”

Mujtaba’s recovery was physically and emotionally taxing, 
but his desire to get back to work gave him a goal to work 
towards. Once his health showed signs of improvement, the 
time felt right for Mujtaba to take the first steps on his path 
to finding a new job. But after all that he had been through, 
including being out of work for well over two years, he knew 
it would be difficult for him to navigate this journey alone. 
Many of the roles on offer were also fully office based, a 
working arrangement which could jeopardise his health.

Mujtaba re-connected with L&Q’s employment support 
service in 2023 and was encouraged to apply for a Housing 
Assistant position at L&Q by his adviser, Lee. Mujtaba was 
concerned that he lacked the experience needed to be 
appointed and succeed in post, but mentoring and advice 
from Lee helped him craft his CV and supporting statement, 
identify his key skills and learn tools and techniques to help 
him through the hiring process. 

All that Mujtaba had learnt put him in a pole position and he 
was offered the job after being successful at the interview. 
Lee, worked with Mujtaba’s new line manager on a tailored 
arrangement that involves flexible and remote working. 
Without this reasonable adjustment, Mujtaba's ongoing 
health issues would have prevented him from taking up the 
role and completing the intensive training course.
 
Employing residents in important roles like Mutjaba’s is 
helping L&Q to shape its service based on their experiences. 
“I know what it is like to report a repair or be on the receiving 
end of a missed appointment", says Mujtaba. "That makes 
me well-placed to offer an empathetic and practical solution 
to residents”.

Established in 2011, the L&Q Foundation offers a variety of services to 
residents to help individuals and communities increase their skills and improve 
their financial strength.

Here we share Mujtaba’s story…

Resident joins L&Q using our 
employment support and advice service

If you’re worried about redundancy, looking for your first job, returning to work after a 
break, or taking the next step in your career, we can support you. Visit our website for 
more information.

If you’re interested in using our employment support service or need some general career 
advice, please email us at Employmentsupport@lqgroup.org.uk 

Case 
Study  

The L&Q Foundation

The L&Q Foundation provides services, activities and funding with the aim of 
creating positive, lasting change for residents to help them live healthy and 
independent lives in thriving communities.

In the last year:

To find out more about the L&Q Foundation, click here
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Data is from 1 Apr 2023 to 31 Mar 2024

244 421 £8.2m
people were 

helped into work 
across a range  
of industries.

residents were 
given help to keep 

their tenancy.

of additional 
income was 

secured for 2,748 
residents using 
Pound Advice.

https://www.lqgroup.org.uk/landq-foundation
https://www.lqgroup.org.uk/landq-foundation/
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How to have your say at any time

Get involved

We’re always looking for residents to work with us to help us improve the way we 
work. Opportunities include being part of our online research community, helping us 
to recruit new colleagues, or taking part in a range of groups and panels – right up to 
our Resident led Services Board.

Find out about more opportunities to have your say and help shape our services by clicking here 

Get in touch
You can give us feedback at any time: 

•	Email us at contact@lqgroup.org.uk

•	Call us on 0300 456 9996, or 0300 777 7777 if you’re a resident in the North West 

•	Speak to your Neighbourhood Housing Lead.

Find out more ways  
to get in touch at  
www.lqgroup.org.uk/
contact-us

Make a complaint
We’ll always aim to deliver homes and services that meet your needs, but if you’re not happy, you can make a complaint to us 
and we’ll do our best to put things right. 

You can use the online form at www.lqgroup.org.uk/contact-us/webforms/complaint-form,  
or by calling us on 0300 456 9996. If you’re a resident in the North West, please call 0300 777 7777. 

Our complaints process has two stages: 

Stage One 
We’ll acknowledge your complaint within five working days and send our decision within ten. 

Stage Two  
If you’re not happy with our response you should let us know with your reasons why. We’ll review your complaint and provide 
a full response and decision within 20 working days. 

You can also contact the Housing Ombudsman Service for advice at any time during our complaints process. If you remain 
unhappy after our Stage Two decision you can also ask them for an independent review of your complaint: 

Website: www.housing-ombudsman.org.uk 
Phone: 0300 111 3000 
Email: info@housing-ombudsman.org.uk

You can ask us to consider a reasonable adjustment by calling us on 0300 456 9996.
If you're a resident in the North West, please call 0300 777 7777.

Support for vulnerable residents

Our research has shown us that residents who are employed and identify as 
vulnerable (meaning that they may need additional care, support, or protection 
because of age, disability, or risk of harm) are more likely to be dissatisfied with their 
homes and the services we provide to them.

We are committed to making sure that everyone can use our services, no matter what your circumstances are. One way we 
can make sure this happens is by making reasonable adjustments where you need them. You can read more about this by 
clicking here

http://www.lqgroup.org.uk/landq-community/resident-involvement
https://www.lqgroup.org.uk/your-home/reasonable-adjustments
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Translations and interpretation services

If you need to change the way we communicate with you, including document translation, 
braille, audio transcription or larger print, please contact us on 0300 456 9996. If you’re a 
resident in the North West, please contact us on 0300 777 7777.

Once you speak to an Advisor, please let us know your chosen language and we will connect 
you to an interpreter who will assist you. For British Sign Language translation, please visit 
www.interpreterslive.co.uk/directory
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