Welcome to your 2024-2025 Annual Report and
Summer Newsletter. This annual report displays Summer

our performance from the 2024-2025 financial year. newsletter >
page 13

Simon Newcombe, Head of Housing and Health

I'm pleased to introduce this year’s annual report which

is a chance to share the progress we've made and to be
transparent about the challenges we've faced. From tackling
repairs and improving communication, to supporting
residents through the cost-of-living pressures, our teams have
remained committed to listening, learning, and delivering a
housing service you can rely on. We have now started work
behind the scenes to prepare for significant changes in social
housing legislation, which bring a renewed focus on safety.
These changes reflect many of the values we already hold,
and we're excited about the year ahead as they open the door §
to new ways of working. We're looking forward to embedding
these changes in a way that strengthens our services and
deepens our commitment to putting tenants first. Thank you
to all our tenants who continue to shape the way we work,
you are central to everything we do.

Councillor Jane Lock, Cabinet Member for Housing,
Assets & Property Services (photographed bottom right)

As the newly appointment Cabinet Member for Housing,
Assets and Property Services, I'm proud to be joining at such a
pivotal time for housing both locally and nationally. Social
housing plays a vital role in building strong, safe, and
supportive communities, and I'm committed to working
closely with tenants, Officers, and partners to ensure our
services continue to improve and evolve. | look forward to
listening, learning, and championing the needs of all residents
as we shape the future of MDH together.

REQUESTING THIS REPORT IN AN ALTERNATIVE FORMAT

Do you need this annual report in large print? Does your neighbour need a translated

copy? Please contact our tenant involvement team on 01884 255255 or
tenantinvolvement@middevon.gov.uk

Page 1


mailto:tenantinvolvement@middevon.gov.uk

Looking After Your Home

To make sure we put repair work that
affects a tenant's health or safety first, we
use the following three categories of
priority.

7,968

Responsive repairs
completed in
2024-2025

Priority 1: Emergency repairs. 18.97% of

Priority 2: Urgent work repairs were
Priority 3: Routine repairs emergency &

If you need to report a repair
you can do so by contacting us
via phone, email, on our
website or by writing to us. Our
repairs email is
repairs@middevon.gov.uk and
you will find our phone number
and address at the end of this
report.

66.36%

were
routine

14.67% were
urgent

If you have an emergency repair, please
telephone 01884 255255 straight away. If
your emergency is outside working hours
you can still call this number to speak to one
of our out of hours officers.

%

68 35 120

Kitchens upgraded Bathrooms New roofs fitted
upgraded
66 9 465
Loft insulation Cavity wall Homes painted

top ups insulation installed

2~

96.5%

of emergency repairs
were completed on
time

98.5%

of urgent repairs were

completed on time

98.7%

of routine repairs
were completed on
time

of homes

1 00% have a valid

gas safety
certificate

201

Homes had new
windows

A

111

Homes had
structural work
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5 & A

70 113 190 104
Homes had Homes had :
! : . : Homes had their Homes had new
major disabled minor disabled .
adJaptions, 49 adaptations (e.g. grab- heating upgraded external doors
of which were rails, key safe,
level- access handrails, alarms for
showers. the deaf)
N ¢ 2
=]
12 29 229 99.5%
%%w&igad Homes had legionella HomesSS?V%;ssbestos of our properties
Scheme works to risk reduction works Sg?tle?w\{celijlc}rmee
protect those at i.e. replacing cold Standard
high risk water storage tanks 155

with modern cylinders Asbestos removal works

Damp and Mould 427

We take the issue of damp and mould
extremely seriously, recognising the
significant impact it can have on the health
and wellbeing of our residents. If you are
experiencing damp or mould in your home,

contact us by calling 01884 255255 or email 1 28
repairs@middevon.gov.uk and head your

email damp and mould. Damp and mould kit
supplied to households

Damp and mould related
jobs completed

Did you know we have a series of useful
guides related to damp and mould on our Scan the QR code to watch our
website and YouTube? Visit: mould pack YouTube video
www.middevon.gov.uk/residents/mid-devon-/- ,
housing/your-home/damp-and-mould/

—

A quide to darri‘p. mould &

What's in a damp & OfTee 40
mould kit? g

Mould packs include an interior
dehumidifier, hygrometer (measures
humidity), mould remover, cloths, gloves, ,
face mask and a damp and mould guide. By 5 ;
assembling these items into a kit, individuals

can be better equipped to address and _
manage damp-related issues in their living ' & =
spaces. Call us on 01884 255255 or email e L
repairs@middevon.gov.uk to request yours &P

today for free.
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Lettings and Voids

This section provides an overview of our current housing stock, including the total
amount of tenancies held and our void performance. Voids are properties which are
currently empty because a tenancy has ended and a new tenancy has not yet started.
When our properties come back to us we often need to complete works to get them
ready for the next person. At MDH we have categories and targets for void properties
which will determine how long it will take to turn the property around. Standard voids
have a 35 working day turnaround. Major voids; 55 working days. Decent homes; 75
working days. Development; 1 calendar year.

2,835 219 23 37

Tenancies held . Properties let
including, voids, new
builds and properties

purchased
71 81

Major void Days (on average)
properties that taken to re-let
have been re-let major void
properties

Standard void Working days (on
properties that average) taken to re-
have been re-let let standard void
properties

166

Decent homes void Days (on average)

properties that taken to re-let
have been re-let decent home void

properties

Providing New Homes

Mid Devon Housing made significant progress in
delivering high-quality, affordable homes across
the district during 2024-2025. We were pleased to
complete new social housing at Allington Terrace
in Crediton (August 2024), Shapland Place

(October 2024), and a series of houses at St
Georges Court, the remaining flats will be ready
to let in 2025.

Abv Shapland House
Below - St Georges Court

We also began work on 2-8 Beech Road in
Tiverton, Sycamore Road in Tiverton, Eastlands in
Hemyock, School Close in Bampton and Honiton

Road, Cullompton.

These projects reflect our ongoing commitment
to investing in local communities and increasing
the supply of safe, energy-efficient, and
affordable homes for residents across Mid Devon.

20 New homes were
completed in 2024-2025




Financials

Other Income
£1,406,400

Other Income
Breakdown:

Non Dwelling
Rents
£531,600

Investment
Income
£458,700

o
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Maintenance
Additional Works
£152,100

Solar Panels
£223,800

Other
£40,200

Non-Dwelling Rents

Made up primarily by garage rents and
garage ground rent plots

Investment Income

This is the interest on our cash balances
that we hold throughout the year

Maintenance - Additional Works

This is where building services work
outside of the general maintenance
programme, e.g. handyman service

Other Income

The main element is the income related to
the contract we have with Anesco
regarding the solar panels installed on a
number of our properties

Expenditure

Capital Expenditure was
split as follows:
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Repairs Expenditure

Mainly salaries, materials, contractor
spend on the main building services areas
which are generally categorised as: empty
properties, disabled adaptations, planned
and responsive maintenance

Management & Service

This is largely relating to housing
management spend and other non-
operational building services expenditure,
e.g. grounds maintenance, estate
management, ASB, management and
finance

Capital Spend

This is the money used for the planned

maintenance on our current stock, this

can be roofing, windows, bathrooms etc.

This is any major works to the properties
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Complaint Handling

Performance

Complaint handling performance is reviewed each month at a strategic level with the
aim of identifying high risk areas of work, systemic issues, and any issues which need
to be escalated for discussion at a more senior level. MDH has seen a slight decrease
in both Stage 1 and 2 complaints during the financial year 2024-25 in comparison to
the previous financial year. This means we were able to resolve more complaints at
stage 1 than before, however it is noted that although complaints have decreased
slightly, we have seen that complaints have become more complex and additional
complaints have been raised in individual complaints. Therefore, the figures do not
show a true reflection of the number of complaints being reported.

This equates to around 7.39% of our stock

J

49.5% of
210 Stage 1 9.5% o
: Stage 1
complaints _
received complaints
upheld
34 Stage 2 58.8% of
complaints Stage 2
received complaints
upheld

Overall trend N\

MDH stage 1 complaint numbers
decreased from 219 in 2023-24 to 210
to 2024-25 and equates to 74
complaints per 1,000 properties.

Nationally, complaints have continued
to increase across the entire social
housing sector, driven by the
regulatory changes and new code,
alongside an increase in the national
profile of the Housing Ombudsman
Service (HOS). This is also expected to
continue rising.

Despite MDH seeing fewer complaints
than the previous year, this does not
give a true reflection of the number of
I complaints received by MDH as often
there are multiple complaints within

Summary of the top 5
categories for complaints:

1.Routine repairs - 46

2.0ther planned maintenance - 28
3.Non housing ombudsman - 25
4.Planned maintenance - 22
5.Tenancy management - 18

\.

J

Lessons learnt

During the financial year 2024-25, 13
specific lessons learnt were identified and
actioned as a result of the service review
and continuous improvement process.

MDH also carry out monthly strategic
insight/focus meetings to discuss
complaint handling data, identify themes
alongside reviewing progress on
implementing lessons learnt. Outputs
from these meetings are fed back into a
structured performance management
process which all service managers and
team leaders participate in.

During 2024-25, we have promoted the
improvements we have made via our
social media, web pages, newsletters and
have published some of these in this

\one complaint raised.

annual report.
\.

~\
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MDH's Tenant Compensation Policy applies to tenants and residents of MDH. It covers
both discretionary compensation which relates to loss, damage or inconvenience due
to a service failure and statutory (obligatory) compensation. Each case is considered on
its individual merit and discretion and we look to identify if the tenant or resident has
been impacted negatively by our lack of actions. We consider the following when
offering some form of compensation or good will gesture: out of pocket expenses,
distress and upset, inconvenience caused, overall service failure.

Not all service failures result in an offer of compensation, as a simple apology is often

ksufﬂaent. p
£16,672.78 £12,906.28 £634 good will £584 good will
offers of offers gestures gestures
compensation accepted offered accepted

Housing Ombudsman )

The Housing Ombudsman Service (HOS) share an annual complaint handling data
report with landlords with 5 or more findings on cases determined between the
financial year. Below are the key figures from this report.

s Q9 9§ B

Determinations Findings Maladministration Orders made
6 15 findings 8
4
r =1
: 204 Ll
= o l
Recommendations Complaint Compensation Maladministration rate
0 handling failure £1050 27%
determinations
and orders
0

When the HOS identifies a maladministration, this relates to a service failure such as
long delays in completing repairs. Below is a comparison of MDH's figures from 2023-
2024 as well as national comparisons for 2024-2025.

Ll Ll Ll
MDH

National National maladministration
maladministration maladministration rate rate for landlords of a similar
rate 23/24 24/25 size and type as MDH 24/25
43% 71% 77%
\. _J
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head to page 10 & Procedure

WEEVEET 1n2024-2025

n - we
Improvements we have made SR Ginched 8 policies
You asked us to support a positive change to how we & procedures:

manage MDH’s commercial units

. . Polic
L I Ste n.l n g & )) com/;aolgl!;lqlgrg'ata, y
Learning

» Income

We have implemented many changes from when we took Management

over the management of the commercial units from another Policy

part of the authority, with much clearer leases and regular

condition surveys. » Hoarding Policy

You asked us to improve how we manage permission b Repairs &

requests Maintenance

We set up a working %_roup to look at procedures, letter Policy

templates and our policy relating to permission requests. New

permission forms are now in place with work continuing on p Tenant

remaining permissions. Compensation
Policy

You asked us to provide clearer information on how . .

residents can contact us in regards to their complaints > V0|ds§< Allocation
Procedure

MDH letter and email templates have been updated with easy

information on how to contact us. » Tenancy Change
Procedure

p Service Standards
You asked us to promote tenants to report any 2024-2029

vulnerabilities so that we can tailor our services to meet

their needs, to have a greater understanding on how their » Tenant
vulnerabilities impact them and to allow us to make any Involvement
reasonable adjustments Strategy 2025-
We now promote raising awareness through our social media 2030
platform, newsletters and on the back of rent statements. This

work was also continued through our Getting to Know You
Surve

Online Engagement as

LET'S TALK ®
MID DEVON X

2,374 1,977 27% 118

Number of visits Interactions on Increase in followers Tenants signed
to Let's Talk Mid Facebook on Facebook up to My Mid
Devon @middevonhousing Devon
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Neighbourhoods & Communities

gon X
N4 8 8
Triages closed Number of new Communal Neighbourhood
by Estates and anti-social inspections Walkabouts
Income behaviour cases completed completed on time
3,295 29 1390 97.9%
0-0-0-h
Your neighbourhood team is your first
ﬁ point of contact when you'd like to
EVENTS discuss anything to do with your tenancy
or rent. You can find out who your
Neighbourhood Officer is and how to get
Number of Number of in touch with them here:
events that took mutual exchange _ _ ,
place for tenants applications www.middevon.gov.uk/residents/mid-
109 ved devon-housing/help-and-support/get-in-
recseéve touch-with-your-neighbourhood-team/
Satisfaction
Consultations
Of tenants were satisfied :
N f I
97% with the Planned cour;nptig‘:e% consultations 21
Maintenance service they
received
Consultations cover a wide range of
o topics, in 2024-2025 this included local
O'ftae?hans were satisfied improvements such as wildlife areas,
Wi e Repairs service : :

77.16% . _ installation of benches and upgrades
thery rece'ltv?;:l.dNé)te, trzesfh to communal areas, as well as updates
erj]dvi}lszéi edtowardsthe o key policies and strategies. We have

' also sought tenant views on practical
matters like the design of our Joint to
Of new tenants were sole Tenancy information leaflet, which
93.8% satisfied with the process is nearly complete.
from sign up to moving in
Consultations ensure that your views
influence decisions both big and small.
Thank you to everyone who has taken
Of tenants were satisfied the time to share their thoughts and
45.5% with our approach to help improve our neighbourhoods.

handling complaints
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Tenant Satisfaction Measures

From April 2023 social housing providers had to start collecting data on a new set of
Tenant Satisfaction Measures (TSMs). These new measures have been developed as
part of a new system by the Regulator of Social Housing to assess how well a social

housing landlord is providing good quality homes and services.

There are 22 TSMs in total, 12 of these require landlords to conduct a tenant
perception survey. You will see these referred to in this document as 'TP01-TP12'. The
remaining 10 are management information measures.

For 2024-25, we worked with Acuity who completed the TSM surveys with a sample of
residents, the sample size was chosen to ensure that the level of statistical accuracy
set out by the Regulator of Social Housing was met. A total of 519 surveys were carried
out between 19 August 2024 and 15 March 2025 spread over three quarters.

79%

519

Responses
received

70%

Were satisfied with
the housing
services provided
by MDH.

TPO1

TPO5

79%

Were satisfied that
MDH provides a
home that is safe.

TPO9

37%
Were satisfied with
MDH's approach to

complaints
handling.

Our highest score:

Satisfaction that
MDH provides a
home that is safe

72.5%

Were satisfied
with the overall
repairs service
from MDH over
the last 12
months.

TPO2

TPO6 54%
Were satisfied that
MDH listens to
tenants views and
acts upon them.

65%

TP10

Were satisfied that
MDH keeps
communal areas
clean and well
maintained.

71%

Were satisfied
with the time
taken to complete
the most recent
repair after it was
reported.

TPO3

74%

Were satisfied
that MDH keeps
tenants informed
about things that
matter to them.

TPO7

63%

Were satisfied that
MDH makes a
positive
contribution to
neighbourhoods.

TP11

57%

Our lowest score:
Satisfaction with
our approach to

complaints
handling

TPO4 73%
Were satisfied
that MDH
provides a home
that is well
maintained.

TPOS 78%
Agreed that
“MDH treats me
fairly and with
respect”

TP12

56%
Were satisfied
with MDH's
approach to

handling anti-
social behaviour.
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Tenant Satisfaction Measures

The results below are performance
measures which MDH collected from 1*
April 2024-31° March 2025.

CHO2

CHe2 98.9%

Stage one
complaints
responded to within
the Housing
Ombudsman’s
Complaint Handling
Code timescales.

0.5%

RPO1

Homes that do not
meet the Decent
Homes Standard.

Bso2 100%

Homes that have
had all the
necessary fire
safety checks.

CHO2

CHe2 100%

Stage two
complaints
responded to within
the Housing
Ombudsman'’s
Complaint Handling
Code timescales.

RPO2 0
part 1 28.5%
Non-emergency
responsive repairs
completed within
the landlord’s
target timescale.

BSO3 86%

Homes that have
had all asbestos
safety checks.

CHO1

Part 1 63.5

Stage one
complaints made
by tenants in the

relevant stock type
during the
reporting year per
1,000 homes.

NMO1
Part 1

Anti-social
behaviour cases
opened for each

1,000 homes MDH
owns including the
number of cases
that involve hate
incidents.

10

RPO2 [+)
Part 2 965 /0
Emergency
responsive repairs
completed within
the landlord’s
target timescale.

Bso4 100%

Homes that have had
all the necessary
legionella risk
assessments.
Legionella is a bacteria
that can make people
il if it gets into water
supplies.

CHO1

Part 2 103

Stage two
complaints made
by tenants in the

relevant stock type
during the
reporting year per
1,000 homes.

NMO1
Part 2 03
Anti-social
behaviour cases
that involve hate
incidents opened
per 1,000 homes.

BSO1

100%

Homes that have
had all the
necessary gas
safety checks.

Bsos 100%

Homes in buildings
where the
communal

passenger lifts

have had all the

necessary safety
checks.

Help shape our services - £15 voucher for participants!

We are looking for tenants to join a focus group to discuss the
TSM results, this is a great opportunity to share your views,
help us understand what's working well, and highlight areas for
improvement. As a thank you for your time, each participant
will receive a £15 voucher. Your feedback is valuable, and your
voice can help shape better services for everyone. If you're
interested in taking part, please get in touch. Email
tenantinvolvement@middevon.gov.uk, call 01884 255255 or
message us on Facebook @middevonhousing

==
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