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We are determined to deliver high quality services. 
During our year of integration, we completed over 
200,000 repairs and kept 94% of repairs appointments 
that you asked for. At the same time, 86% of you said 
you were satisfied with your last repair.

Last year was a year of integration – we finished 
bringing together L&Q and East Thames to create 
one, united organisation that will deliver better 
services and more homes. Reaching that point 
required a huge team effort from colleagues across 
both organisations. Their determination and talent 
helped us drive forward the integration. 

We are determined to deliver high quality services. 
During our year of integration, we completed over 
200,000 repairs and kept 94% of repairs appointments 
that you asked for. At the same time, 86% of you said 
you were satisfied with your last repair.

However, we recognise that, despite our best efforts, 
our performance dipped in certain areas during the 
year and this is reflected in some of the figures you will 
see in this report. 

We are sharing them with you so that you can see that 
we know we need to do better. We developed a 

Last year was a year of integration – we finished bringing together L&Q and 
East Thames to create one, united organisation that will deliver better 
services and more homes. Reaching that point required a huge team effort 
from colleagues across both organisations. Their determination and talent 
helped us drive forward the integration. 

corporate plan setting out how we would invest, 
grow and transform. And in this report, we share 
with you what we have already done this year to 
improve. 

If the last chapter of our story was about 
consolidation, this year is about reaffirming our 
social purpose and radically transforming our 
business for the benefit of our residents.
Everything we do begins with what we call our 
‘social purpose’. L&Q’s roots go back to the new 
wave of housing associations created in the 
1960s, born out of a growing public awareness of 
housing issues and homelessness. We set out to 
provide quality, affordable homes for the most 
vulnerable people in society, to create 
communities and improve people’s lives. It is that 
same fundamental mission and sense of purpose 
that drives us today.

Over the coming year, we will invest in the 
quality of your homes and in new technology to 
improve our customer service. 

We’ll also make it possible for us to grow as an 
organisation so we can put roofs over the heads 
of more people than ever before. We remain 
absolutely committed to tackling the housing 
crisis by enabling and developing 100,000 new 
homes over the next ten years. 

This year, we completed 2,453 new homes and 
started building 2,698 more. Of the completed 
homes, 55% – or 1,342 – were for social rent or 
shared ownership. 

Alongside providing more homes, going 
forward, we will deliver very clearly on our social 
purpose, through the L&Q Foundation, L&Q 
Academy, L&Q Living and our social rented 
homes. We will be as proud of our existing 
homes as we are of our new developments and 
invest where we need to while transforming our 
service.

With this report, for example, we are launching 
our customer promise. This sets our five things 
we pledge to do for you – from keeping you safe 
to making it easier for you to deal with us. We 
rely on you to tell us when we don’t get them 
right and  you’ll be able to hold us to account in 
next year’s annual report. 

The year ahead is a challenging one – but it is a 
challenge we will relish. We have strong plans, 
underpinned with the investment to bring them 
to life.

Aubrey Adams
Group Chair

Message from  
the Group Board
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Let’s look at some positives first. Two things 
really stand out for me from the past year. 

The new Home Standard – which 
guarantees customers a freshly decorated 
home when they move in, regardless of 
whether the home is new or re-let – is a 
really positive change. Scrapping fixed-term 
tenancies in favour of open-ended assured 
tenancies instead is also having a beneficial 
impact on residents’ lives. 

Importantly, both these changes came as a 
result of feedback from residents. They 
show the kind of effect that you can have 
– and that involving more residents can only 
improve services further. 

There was also the relaunch of the L&Q 
Foundation, which has significant extra 
financial investment in it. Its work helps 
residents find paid work, helps them into 
apprenticeships and supports their 
education. Almost 600 people found  
work this year, thanks to the L&Q 
Foundation. Just think of the difference 
 that has made to those people’s lives. 

Other progress includes the new approach 
to handling complaints – both how we do it 
and how swiftly. It has led to a big drop in 
the number of outstanding complaints and 
is proving quicker and better at managing 
new ones. 

The website has improved a lot too – it’s 
now easier to find what you need. And 
plenty more changes are on their way. Next 
year, you’ll be able to check your rent 
statement, pay your rent, book a repair and 
rate work after it’s been done, all online via 
the website. 

We’re trying to make it easy for you to deal 
with us. So, for example, in the meantime, 
we’ve made it possible for you to text in and 
get your balance back. 

In the coming year, we’ll make it easier for 
you to have a voice and be heard too. Look 
out for news of our new customer panel, 
where literally thousands of you will be able 
to have your say and make a difference to 
the day-to-day services on offer. 

But right now, it’s fair to say we’re not where we want 
to be – and that there are some challenges ahead. 
This report is an honest reflection of where we are, 
while looking forward to where we want to be. It 
doesn’t try to brush anything under the carpet. 

There are some figures in this report that represent a 
fall in performance against last year. This is something 
we all want to work towards improving. 

As Chair of the Resident Services Group – and now 
with a seat on the Group Board – I get to meet a lot of 
the people who are responsible for the policies and 
procedures that shape the services you and I receive. I 
also go out and meet people across the organisation 
who deliver these services. They are a good team. I 
see an honesty in acknowledging where L&Q is and a 
clear determination to improve things and get them 
right for residents.

I have every confidence that, with our help, they will 
tackle the challenges highlighted in this report with 
vigour and resolve. 

On behalf of all residents, I am determined to help 
make that happen.
 

Fayann Simpson
Resident Services  
Group Chair

Message from the  
Resident Services Group
Each year, our residents annual report sets out what L&Q has achieved 
over the previous 12 months. This report is no exception – it says what 
we’ve done. But it also pinpoints some areas where we need to improve.
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The past year at L&Q
 
Integration and beyond

In June 2017 the East Thames and L&Q boards 
approved bringing forward the merger of L&Q 
and East Thames operations, resulting in work to 
integrate the operational elements of both 
organisations. This was completed in April 2018. 

From both organisations, we brought together 
our people, policies and procedures, IT systems 
and offices. We reviewed our neighbourhood 
and resident involvement structures so that 
residents from both organisations have a  
voice at all levels.

We’ve emerged from this process a unified 
organisation that’s ready to make real our 
ambitions for the future. These were set out in 
our first corporate plan since integration. The 
objectives of the plan form the first year of what 
will be a two-year transformation programme, 
taking us up to 2020. 

The plan was shaped by our residents, our 
people and our partners. Our ambition and  

 
 
 
commitment to making a real difference to the 
housing crisis was recognised as one of our key 
strengths. We knew we needed to make sure our 
strong sense of purpose was at heart of 
everything we do. 

This feedback is reflected in the plan and in the 
changes that we have started to make in 2017/18. 
This includes things such as improving our  
Home Standard and increasing the security  
of our tenancies.

We’ve boiled down the aims of our organisation 
into three key themes:

• Invest – we’ll invest in our people, in our 
existing homes and in the tools we need for 
the job

•  Grow – we’ll grow our organisational  
and financial capability so we can deliver 
quality services 

•  Transform – we’ll transform our services, 
tackle social stigma and embed a customer 
service culture.

The Grenfell tragedy
Last year the housing world was overshadowed 
by the tragic events at Grenfell Tower, which 
brought the issues of health and safety into sharp 
focus. Summer 2017 saw the launch of the public 
Grenfell inquiry looking into the events of that 
night. The inquiry is expected to last until 2020. 

In May 2018, an independent review of building 
regulations and fire safety, known as the Hackitt 
Review, was published. It identified some key 
failings in fire safety system and called for better, 
more transparent regulation, with clearer roles 
and responsibilities and ownership of risk.

You can read about what we have done since the 
Grenfell tragedy later in this report. 

Government social housing  
green paper

The importance of listening to residents’ voices 
also emerged as a key theme following the 
Grenfell tragedy. In 2017/18 the government 
toured the country listening to social housing 
tenants. In August 2018 they published a Green 
Paper called A New Deal for Social Housing. The 
paper recognised the important role of social 
housing and renewed the government’s 
commitment to social housing tenants. 

 

The main issues that the government wants to 
address are:

• Tackling stigma and celebrating thriving 
communities

• Expanding the supply of homes and 
supporting home ownership

• Making sure complaints are resolved 
effectively

• Empowering residents and strengthening the 
regulator

• Making sure homes are safe and decent. 

We share the government’s ambition to address 
these issues. We have responded to the Green 
Paper and hope to work with the government on 
finding solutions. We have also been looking at 
ways to tackle them internally and are committed 
to strengthening our own relationship with our 
residents. Our new customer promise, set out 
later in this report, outlines our approach. 

The draft London Plan

In November 2017, we welcomed London  
Mayor Sadiq Khan to our Barking Riverside 
development for the launch of his London Plan. 
The plan sets out his vision for London’s future 
and outlines imaginative ways of tackling the 
housing crisis by maximising housing density and 
encouraging construction on small sites. 

We are committed to working with the Mayor to 
deliver the homes that London needs. 

Barking Riverside is one of the largest brownfield 
site developments in Europe. It covers 443 acres 
and will create a new neighbourhood along two 
kilometres of the Thames riverfront, with 11,000 
new homes. 

The past year in housing

The past year
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Our challenging schemes
This year, while we were in the news for some 
good work, we must also acknowledge that we 
didn’t get it right all the time.

In August, an Observer newspaper article 
reported on problems that some of you have 
experienced at one of our new build schemes in 
Southwark. We also know that important repairs 
remain outstanding at a small number of other 
schemes we manage.

We set up an executive-led task force to  
resolve all outstanding issues as quickly as 
possible and consider how we will compensate 
our residents at these schemes. This is not the 
standard of service we aim to provide.  

An important aim of the taskforce is to make  
sure we embed lessons learned across the 
organisation so we achieve that long-lasting 
improvements to our service for you. 

We would like to apologise again to you if you 
have suffered delays in resolving issues affecting 
your home. 
 

We are determined to learn from the issues that 
have prevented us from fixing problems quickly 
at these schemes. We have undertaken an 
independent review of our response and will 
report the findings and recommendations to our 
Group Board. We will also share key lessons with 
you and other stakeholders. 

The review was co-chaired by Fayann Simpson, 
our resident board member, and L&Q residents 
were closely involved in this review.

L&Q Living launched

In April 2017, we formed L&Q Living, our care 
and support arm. Through it, we provide care 
and support to 6,667 people across 54 local 
authorities in London and the South East. This 
includes a mixture of direct housing 
management, supporting 3,801 people, and 
agency-managed services to 2,886 people. 

L&Q Living was awarded ‘outstanding’ in its 
latest Care Quality Commission rating for its 
domiciliary care service. It is seen to adapt 
constantly and strive to make sure its users can 
achieve their full potential.

Our Mum’s Test – would our response be the 
one we would give our own mother? – has 
helped us deliver quality services. 

Other key initiatives in the year include:

• The launch of L&Q Inclusion, an initiative  
to reduce loneliness and isolation

• The launch of our later life living design  
guide, which sets out our accommodation 
design standards for all future older  
people’s developments

• The creation of our vulnerable persons  
‘offer’, which sets out our intensive housing 
management and support offer to our 
vulnerable customers.

 
 
 
 
 

 
 

L&Q Foundation relaunched

As a charitable organisation, our purpose  
goes beyond providing homes and housing 
services. We are a long-term partner in the 
neighbourhoods where we work. We aim  
to increase opportunity and aspiration and 
strengthen communities we serve through  
the L&Q Foundation. 

This year, we relaunched the L&Q Foundation, 
with an increased investment to help make  
real its aims. 

We set out our commitments for the next three 
years in our new strategy. It is driven by three 
long-term challenges:

• Increased levels of vulnerability amongst  
our residents

•  Creating a sense of place

•  A decrease in social mobility in our 
communities.

We are determined that our work will have  
a positive impact for you and for the wider 
communities.

The past year

44%

26%

13%

11%

6%

Our client groups

44% – Older people
13% – Learning disabilities
11% – Mental health
6% – Young people
26% – Other 

By ‘other’, we include people who  
are sleeping rough, are young and 
homeless or single and homeless,  
people fleeing domestic violence and 
people who have a history of substance 
misuse. We support each of these  
groups according to their needs. 
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We supported  
40 apprentices 
and 17 
graduates. 

\\\ Here are 
some of the 
highlights  
of what L&Q 
achieved over  
the last year.

We helped 572 of you 
into paid work this year.572

You received an extra  
£8 million in benefits and 
support with our help.

£8million

70% of you were  
happy with our 
repairs service.

We’re 
working hard 
to improve 
our figures 
for next year.

3,215 young people took part in our 
school holiday activities.

64% of you were 
satisfied with 
what your home 
looked like on 
the day you 
moved in.

We helped 441 
of you who were 
at risk of losing 
your tenancy  
to stay 
with us.

97%

55%

Our year at a glance

We built 2,453 new homes  
in 2018.

74%
  

of you said 
you were 
satisfied with 
our service.

We replaced 1,260 
kitchens this year.

More than 
10,000 of you 
shared your 
feedback on  
our services.

We answered 
1,000s of your 
enquiries each 
week by phone, 
email, Facebook 
and Twitter.

We dealt with 
97% of anti-
social behaviour 
cases within the 
target time.24

Our customer service centre is open 
24 hours a day, Monday to Friday.

55% of the 
homes we built 
were for shared 
ownership or 
rent at below-
market rates.
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Good quality homes
Our vision is that everyone has a quality home they can afford. So, it’s important to us that the homes 
we provide are of good quality.

Keeping you fire safe

Since the Grenfell tragedy last summer, we have 
carried out extra safety reviews of our buildings, 
often working with the local fire authorities. We 
do this regularly anyway, but we want to make 
double-sure you are safe. 

We have a number of buildings over six storeys 
high that have similar cladding to that at Grenfell 
Tower. We have started to remove the cladding 
from these buildings and until this work is 
complete, we are keeping a ‘waking fire watch’  
in place around the clock. 

We have set aside enough money to do all of this 
– you won’t be charged a penny for this work. 

We are also looking at what we can do to 
increase safety in our low-rise buildings with 
cladding and some of our older blocks. 

Since April 2007, all planning applications have 
had to include sprinkler systems if the building  
is 30 metres high or more. This is roughly equal 
to ten storeys or higher. We are looking to see  
if we can replicate these new standards in our 
existing blocks.

We have been giving free smoke alarms to our 
social housing tenants and have committed 
ourselves to installing hard-wired smoke and 
heat detectors in all our rented homes within five 
years. We are also increasing the number of fire 
risk assessors we employ and have been working 
to improve how we assess fire risk. 

During the year, we produced a booklet in 
cooperation with the London Fire Brigade about 
how you can stay safe in your home and sent it to 
you. We also made a short film, which is available 
on our YouTube channel.

In April, Interserve, who provided repairs 
and maintenance to East Thames homes, 
were bought within our Direct Maintenance 
service. By October we had rolled out 
Direct Maintenance to our East 
neighbourhood, which covers the 
boroughs of Newham, Tower Hamlets  
and Barking and Dagenham. 

In the coming months we are expanding 
further. First, we’ll serve our North East 
Neighbourhood (covering Waltham Forest, 
Redbridge and Havering) directly and  
then our North Neighbourhood  
(which stretches from Hammersmith  
and Fulham up to Enfield). 

These figures are disappointing. They represent 
a fall on previous years and mean that we are not 
where we want to be. That’s why we have thrown 
our energies into tackling the issues that underlie 
them. We are investing in our services and 
prioritising the things that matter most to you.

Improving the homes we re-let

We launched our new Home Standard for re-let 
properties this year. It improves how we fit out 
homes ready for new residents – so if you move 
home with us, you’ll get a brighter, fresher start 
to your tenancy. This applies to the 2,500 homes 
we re-let each year.

The change comes in direct response to 
feedback not only from residents after they 
moved in but also from the recommendations  
by Resident Inspectors who reviewed our  
re-let standard. 

The new standard enables us to provide a  
home that is ready to move into at a quality  
we can be proud of. It means new residents  
can get their tenancy and relationship with  
us off to a good start.

 

Our new Home Standard covers:

• Redecorating all rooms 

•  New carpets in all living areas, hallways  
and landings 

•  New vinyl flooring in kitchens and bathrooms 

•  Energy efficiency measures, where possible

•  Professional cleaning 

•  New kitchen units and bathroom fittings, if 
they were due to be replaced within five years.

The change has drawn positive feedback  
from resident representatives. Nadya Enver,  
for example, commented that we are “creating 
places and maintaining standards where people 
want to live, by getting it right the first time”.

Providing more maintenance  
services directly

Direct Maintenance, our in-house repairs team, 
continued to expand this year. We believe that 
by providing a maintenance service directly,  
we have greater control over the repairs we 
deliver – and that we will give you better 
service as a result.

2017/18 2016/17

Overall satisfaction with L&Q 74% 79%

Satisfaction with our repairs service (L&Q) 70% 75%

Satisfaction with our repairs service (East Thames) 57% 65%

Satisfaction with the condition of re-let homes (L&Q) 64% 73%

Satisfaction with the condition of re-let homes (East Thames) 61% 61%

Number of kitchens we replaced (L&Q) 1,260 1,004

Number of bathrooms we replaced (L&Q) 285  12

Average time to complete communal repairs 15 days 15 days

Our performance
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The figures quoted here don’t represent the  
kind of service we want to give. Through our 
corporate plan and the work that has been done 
since April, we are making headway in improving 
our services to you. We hope you will soon see 
and feel the difference, if you haven’t already.  

Resolving queries more quickly 

We are committed to improving the quality and 
timeliness of our service when you contact us. 
We’re working to increase the proportion of 
enquiries to our customer service centre that  
we resolve first time. Where we can’t do this 
immediately, our aim is to get back to more 
customers on the same day. This will reduce  
the need for you to call back to chase up the 
same issue. 

We have set up a team to resolve tricky enquiries 
on the same day. This will stop your enquiries 
being passed between departments and having 
to wait for an answer. We expect to be able to 
use the things we learn to stop the problems 
arising in the first place.  

In 2019 we will update our website and offer  
new online services. So, you will be able to  
make payments, set up direct debits, book 
appointments for repairs and gas servicing and 
get better help and advice information. We want 
to give you more choice, convenience and 

control in accessing our services, any time, any 
place and on any device.

Tackling complaints

At the start of the year, we had more  
complaints than in previous years and the 
numbers were rising. 

There has been in real shift in how we deal  
with complaints since April 2018. Our customer 
relations team have made great progress in 
getting on top of outstanding complaints  
and managing new complaints more quickly  
and effectively. 

We found that complaints about repairs and 
maintenance account for over 60% of complaints 
we receive and have the most impact on resident 
satisfaction. By improving how we manage these 
complaints, we’ve been able gradually to reduce 
the number of them and the time taken to 
resolve them. 

We receive an average of 150 new complaints 
each week and we are now concentrating more 
on tackling the root causes and implement 
changes to improve the service. Pests, for 
example, were a common cause for complaint 
and we are now calling in pest control experts 
ourselves, rather than asking residents to do it. 

Customer service and complaints 
Our customer service centre is open 24 hours a day, Monday to Friday. There, our experienced staff 
answer 1,000s of your enquiries each week by phone, email, Facebook and Twitter.

You said, we did

Our aim is to give you the best service we can. Here, we share with you what you have said to us and 
what we have done in response. 

What you said:
“You don’t call back when you say you will.”

What we did:
We introduced a new computer system which allows managers to oversee  
your requests. This means they can monitor their teams and make sure  
they call you back and answer your queries.

What you said
“It doesn’t seem like all the teams at L&Q work together.”

What we did
We have rolled out what we call ‘daily huddles’. This is where someone from  
each department – for example, a surveyor, a customer service officer and  
a lift engineer – will attend a meeting together to discuss any key actions.  
They will agree an action plan for any case with outstanding concerns.

What you said
“I have to wait ages for an appointment for a repair.”

What we did
We know that the wait has been too long for some tradespeople. To help  
solve this problem, we have recruited extra technicians and we are looking  
to deliver everyday repairs more quickly. That will be within ten days or  
sooner, at a time to suit you. 

What you said
“I made a complaint and had no response.”

What we did
We reviewed how we handle complaints and all staff have been given  
revised training. We have introduced a team who check and review all  
complaints to make sure they are answered fully and on time.

What you said
“You don’t take my complaint seriously and I don’t know what you  
are going to do to resolve it.”

What we did
We have started to survey you when we offer a solution to your complaint.  
This is to make sure you know we understand your complaint, what we are  
going to do to resolve it and when. We also survey you when we resolve  
your complaint to make sure you are satisfied with the outcome.

2017/18 2016/17

Complaints per 1,000 homes 128 86

Percentage of customer service centre calls abandoned 10.7% 9.9%

Percentage of queries handled the same day 40.5% 55.7%

Our performance
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Neighbourhood Committees
Our eight Neighbourhood Committees 
have a local focus. They are made up of 
residents from a specific area who want to 
improve their community and the services 
you receive from us. Committees meet at 
least four times a year to challenge how we 
deliver services locally and identify 
solutions to improve performance across 
all our service areas. 

Local forums and neighbourhood 
champions continue to report into their 
Neighbourhood Committee.

Neighbourhood Committees also make 
decisions on where money can be spent to 
improve their local areas, such as through 
the Estate Improvement Fund and L&Q 
Foundation grant.

Resident inspectors and other 
forms of involvement

Following a series of workshops and focus 
groups, our Resident Inspectors 
programme returned in early 2018. 

Their first project was to look at the work of 
our Neighbourhood Champions. Their 
recommendations have been used to 
change the procedures and training for 
these champions, to make them more 
effective in monitoring and reviewing our 
neighbourhoods.

Our other forums will also continue to 
operate. They provide an opportunity for 
you to have their say in topics that interest 
you most. They include:

• Leaseholder forum 

•  Lesbian, gay, bisexual and trans forum 

•  Procurement forum

•  Local resident associations and groups

•  Online surveys and ad-hoc focus groups.

In July 2017, the Residents Services Group 
agreed a new resident involvement strategy. The 
aim was to take the best of both the L&Q and 
East Thames approaches and make it easier for 
residents to have their say. 

This year, we put in place a new resident 
involvement structure. Each part of the structure 
is designed to feed in with each other, so that 
issues that are raised locally can be considered, 
where necessary, by the wider organisation. 

Group Board

At the top of our decision-making structure is our 
Group Board, and in May this year we welcomed 
Fayann Simpson to it as a co-opted member.

Fayann has been an L&Q resident for over 20 
years and an involved resident for over 15 years. 
She is also Chair of our Resident Services Group, 
Chair of the South Neighbourhood Committee 
and Deputy Chair of the Customer Experience 
Committee.

The L&Q Group Board oversees all aspects of 
our work. The board is made up of people from 
a variety of backgrounds. 

Fayann is passionate about resident involvement 
and is a firm believer in the value of effective 
resident involvement to both improve services 
and hold L&Q to account. She enrolled formally 
onto the board at our annual general meeting  
in September.

Resident Services Group and  
Customer Experience Committee 
Feeding directly into our Group Board are our 
Resident Services Group and Customer 
Experience Committee. Residents sit on  
both of these. 

The Customer Experience Committee deals  
with customer services, strategy and governance 
and is made up of members of the L&Q  
group board, plus the Chair and Deputy of  
the Resident Services Group, Fayann Simpson  
and Michael Verrier. 

The Resident Services Group focuses on  
scrutiny and decisions relating to housing 
management and maintenance. It is involved in 
key performance indicators and data monitoring, 
policy and service improvement scrutiny, co-
ordination and investigations, and escalation, 
devolution and referrals. 

The Resident Services Group drove some  
major changes this year. These include reviewing 
fixed-term tenancies and approving a suite of 
recommendations to improve the options we 
offer to residents who want to move.

The Resident Services Group comprises the 
resident members of the Customer Experience 
Committee above plus a resident representative 
from each Neighbourhood.

 
 

Your voice 
We believe that you are the best people to let us know how we could do things better. That’s why we 
put residents at the heart of our decision making. Your comments and feedback have a direct impact 
on how we work

Residents’ views help  
change new tenancies 

Your feedback has led to a change in the 
tenancies we give new social tenants. We’ve 
stopped giving fixed-term tenancies – we’re 
offering open-ended assured tenancies instead. 

Open-ended tenancies give you more  
security and make it easier for you to put down 
roots locally. That’s why we’ve made them our 
default tenancy.

The decision came after we asked residents  
who joined us five or six years ago what they 
thought. They told us open-ended tenancies 
would be better – and many said that renewing  
a tenancy at the end of the fixed term had made 
them feel anxious. 

Fixed-term tenancies were introduced to give 
greater flexibility. However, most people’s 
circumstances don’t change much in their first 
five years with us and their lives don’t coincide 
neatly with a five-year tenancy.

Rather than helping you to move home, fixed-
term tenancies sometimes made it harder, as 
those of you with more secure tenancies didn’t 
want to mutually exchange with these residents 
as you were concerned you would lose your 
security of tenure. 

“I’m delighted that L&Q has made these 
changes following extensive consultation with 
residents,” said Fayann Simpson, who chairs the 
Resident Services Group. “It will help thousands 
of residents feel more secure about their home 
and their future.”

If you have a fixed-term tenancy with us and all is 
going well, we hope to switch you to an open-
ended tenancy by the end of March 2019.

We are leading the housing sector in making this 
switch to open-ended tenancies, and many other 
landlords are now looking to follow suit.

2017/18 2016/17

Estimated number of surveys completed 10,410 16,635

Our performance
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After Lesley Hannabuss retired from her job as a 
social worker four years ago, she wanted to do 
something meaningful with her spare time. So, 
among other things, she became a Resident 
Inspector. This role involves looking at L&Q 
services and giving her opinion about what 
improvements we could make.

“It has been a very interesting experience so far,” says Lesley.  
“I’m learning all the time.”

Lesley does two to four inspections a year and has looked at  
voids (homes to be re-let), gas services, neighbourhood champions, 
complaints and lettings. The inspections involve meeting the L&Q  
staff providing the services and the residents they have helped. 

“It is very satisfying to know that we are bringing about  
change by the work we do,” says Lesley. 

“One recommendation we made was to improve the standard of  
re-let properties so that they were not too different to the new-build 
ones. As a result, L&Q have improved the standard of re-let homes  
and that makes me feel really good.” 

Lesley also recommended that giving residents vouchers to  
redecorate was not always useful. From the feedback she received, 
many new tenants felt the job was too big for them, especially when 
they first moved into a new home.

“The good thing is that all the recommendations we make are tracked 
and are not signed off until they are complete,” says Lesley. “L&Q listen 
and I have seen the changes being made. This really motivates me to do 
my job well and I don’t feel I am just there to make up the numbers.”

The impact of a 
resident inspector
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We offer a scholarship programme which 
supports students throughout their 
undergraduate degree and offers paid internship 
opportunities. In 2017/18, ten of our young 
residents started university with the support of a 
grant towards their university fees. 

Our graduate programme helps young people 
launch their careers, and our apprenticeship 
scheme – though not just for young people – 
also helps residents gain the skills they need to 
get ahead. You can find more detail about both 
in the next chapter. 

Our school partnership programme, Learning to 
Succeed, is working with 30 secondary schools in 
our communities to provide students with 
activities that focus on strengthening Science, 
Technology, Engineering and Maths skills. It will 
also offer extra careers advice and work 
experience opportunities to encourage the next 
generation to consider careers in housing and 
construction.

We will also link with our supply chain to deliver 
employer-led workshops that innovate and 
engage young people.

 
 
 
 

Creating successful places
We know that engaged and active communities 
are essential to creating successful places.

Providing activities where residents from all walks 
of life can take part is the first step to developing 
a sense of place. In 2017/18, we delivered 40 
projects that brought local people together to 
address local issues.

These included projects to help residents eat 
well on a budget, upcycle old clothes and take 
part in local choirs. 

Social value

L&Q uses the Housing Associations Charitable 
Trust Wellbeing Valuation approach to measure 
the social value generated by the work the 
Foundation does. The approach places a 
monetary figure on social activities that are 
traditionally more difficult to quantify financially.  

Using the principles of this approach, we have 
created £24 million of social value from the £7 
million we invested in the year.

Supporting residents with additional 
support needs

This year we reviewed how we support our most 
vulnerable residents and learned two things in 
particular. The first was that we need to be better 
at recording and actively responding to residents 
with a support need. The second was that our 
people need to feel they have the power to ‘do 
the right thing’ when supporting residents. 

We are also training our people so we can better 
adjust our service to support people’s needs.

Tackling anti-social behaviour and 
hate-related incidents

We have recognised that in 2017/18, some  
anti-social behaviour, such as hate-related 
incidents or serious harassment, were not 
recorded or picked up at the point of contact. 
We have reviewed our customer contact systems 
and are introducing a new recording system  
for complaints and anti-social behaviour. This 
includes expanding the types of cases that  
our systems can record. 

We’ve introduced policy changes and training  
for our people this year, including relaunching 
our commitment to make safeguarding 
everyone’s business. We are also making  
sure that residents facing the most serious  
issues receive the right support and advice  
as soon as possible.

Increasing employment opportunities 
and improving skills 

We support our residents to develop the skills 
they need to get into sustainable work. We 
helped 572 people get paid jobs last year. 

We do this by offering a job brokerage service 
and providing one-to-one coaching throughout 
the application process. This year, we also 
targeted specific barriers to employment that 
some of you face and commissioned services to 
help make our ‘clients’ more employable.  

Among the companies we work with to help 
residents into work are big names such as the 
Prince’s Trust, Stagecoach, the NHS, Morgan 
Hunt and Argos. 

Supporting our most vulnerable 
residents

We make sure that when the most vulnerable 
among you face crises, you are supported to 
overcome them and maintain a stable tenancy. In 
2017/18, we supported 441 of you to manage 
your tenancies more successfully.

Investing in young people

We aim to improve the life chances of our 
younger residents by making sure they have the 
right skills, knowledge and attitude to join the 
workforce or go further with their education. 

Creating thriving communities 

We want you to feel part of the community where you live. This includes having safe neighbourhoods 
and clean estates. We understand that providing housing is not the end of our commitments, but that 
each of you may have different circumstances, needs and priorities.

Food is bringing a community 
together in west London. Residents 
are learning about nutrition and 
managing a food budget – all while 
making new friends. 

Nadia Shahto moved into our new 
Acton Gardens scheme with her family 
a year ago. When she heard that the 
L&Q Foundation had joined up with a 
community interest company to run 
local cooking workshops, she signed 
up straight away. 

As well as gaining food tips, the Feed 
Me Good workshops have helped her 
integrate into the community.
 
“I’ve had the chance to meet my 
neighbours for the first time,”  
Nadia says.

During the sessions, residents  
have been learning to cook meals 
from scratch, grow their own food, 
shop on a budget and understand  
the nutritional information on  
food packaging. 

“My husband is diabetic so I need all 
these nutritional facts,” Nadia says.

What’s more, Nadia has been able  
to share what’s she’s learned. 

“Most of the parents at my daughter’s 
school are from Somali or Arab 
backgrounds, so they don’t know UK 
brands,” she says. “Now, I’m passing 
on my knowledge to them too.”

2017/18 2016/17

Percentage of estates graded gold 68% 68%

Time taken to deal with anti-social behaviour cases against target 
time

97% 83%

Hate-related anti-social behaviour 35 42

Our performance

Eating well together – for less
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Supporting you to manage  
your finances
We know that two in five of our residents often 
run out of money and one in five would not feel 
confident planning a monthly budget.

We want to support you to be able to manage 
your money, improve your confidence when 
dealing with finances and support you to be  
able to meet your rent commitments. In turn,  
this can help reduce any rent arrears or other 
debts, and sustain tenancies.

Pound Advice is L&Q’s financial advice and  
debt support service for you. It is funded by  
the L&Q Foundation and offers face-to-face 
support in 35 boroughs and districts through 
Citizens Advice Bureaux and telephone  
support through Money Advice Plus.

Last year, over 2,700 residents took up Pound 
Advice and around a third of these were families 
with children. We helped residents gain £8 
million of additional income. As a result, over 
three-quarters of customers say that they are 
managing better financially and nearly two-thirds 
say that they are relieved from financial burden. 

L&Q Academy launched
Working alongside the L&Q Foundation, the new 
L&Q Academy gives people the skills to develop 
their careers, while creating a workforce that can 
get Britain building.

Officially launched in January 2018, our  
academy provides opportunities for our 
residents and others living in our communities. 
Our work includes our apprenticeship and 
graduate programmes – and we currently we 
have 40 apprentices and 17 graduates on board. 
We expect to have over 100 L&Q apprentices  
by the end of next year.

We also aim to address skills shortages in care 
and support and construction. With a pipeline of 
100,000 properties, we need to contribute to 
training and development of the new generation 
of home builders. While doing this, we also 
support the business to recruit talented people 
to other key areas, including maintenance.

Colleagues at all levels also have the opportunity 
to gain higher level and technical qualifications. 
Some of our colleagues in L&Q Living, our care 
and support arm, are now taking their level 3 
Care and Support diploma, for example.

Value for money 
We aim to offer you value for money and help you get any financial or employment support you need. 

We aim to be clear about our charges and to measure this by the number of queries we receive after 
statements are issued.

2017/18 2016/17

Service charge queries raised post statement (L&Q) 1,678 1,546

2017/18

Number of residents who sought financial help from our Pound Advice service 2,700

Extra income gained by residents through Pound Advice £8 million

Our performance
Our apprentices and graduates

“The Academy has given me the 
opportunity to gain knowledge that I  
can take with me and use throughout  
my career.”

Murtala Danyaro
Graduate Project Manager, Contract Management 

“The graduate programme has  
enabled me to quickly progress my  
career from a graduate project manager to 
a permanent role as a land buyer.”

James Boon
Land Buyer

“This apprenticeship has given me  
the chance to know what I want to  
do with myself.”

John Azzi
Apprentice Multi-Trade Operative

“The Academy has truly helped me  
to gain experience on an exceptionally  
busy construction site through the 
graduate programme.”

Maria Kaskava
Graduate Site Manager

“The apprentice programme has  
given me the knowledge to fulfil my  
role and help secure a better job  
within L&Q in the future.”

Tenika Mundle
Apprentice Caretaker
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Helping you to move
We have looked at our policies and processes to 
see how we could make it easier for tenants to 
move home. We knew that very few of you with 
significant housing need were transferring 
through the choice-based lettings system – 
despite the system having been set up as the 
main tool for moves.

Instead, more moves were happening through 
mutual exchanges or direct lets – but thousands 
of our tenants in real housing need were simply 
not moving at all.

We spoke to 40 transfer applicants and received 
340 responses to a survey we ran of transfer 
applicants. We also spoke to our people and 
looked at data from across the housing sector. 

As a result, we made a series of 
recommendations that we will introduce in the 
coming months. They include increasing the 

homes we have available for direct moves and 
improving the quality of our homes to make 
them more attractive to move into. They also 
include changing our policies so that people who 
mutually exchange or downsize do not lose out 
and improving our processes to provide better 
support for tenants who need to move.

More homes 
The total number of homes we own or manage rose to 92,535 in 2018, up from 90,571 a year  
earlier. Historically, our homes and the areas where we work have been in London and the wider 
South East of England. 

However, we recognise that the housing crisis is a national issue, and we work with partners to  
deliver homes wherever they are needed. So, we have expanded our geographic focus beyond  
our traditional areas of operation, through our land-buying arm, Gallagher Estates, in Warwickshire 
and our partnership with Trafford Housing Trust in Manchester. 

In 2017/18, we finished building 2,453 new homes, of which 55% were for social housing,  
including 663 for social rent and 679 for shared ownership.

Bream Street Wharf –  
canal-side living
  
Residents will start moving into new homes 
at Bream Street Wharf on Fish Island in 
Hackney Wick late next year. At ground 
level, businesses will provide amenities – 
and up to 225 jobs – within this new 
development.  

The scheme is between the Regent’s Canal 
and the River Lea, next to the Queen 
Elizabeth Olympic Park. It has fantastic 
views towards the stadium.

It was designed by 2015 Stirling Prize 
winning practice AHMM and the London 
Legacy Development Corporation’s Quality 
Review Panel praised the scheme for its 
outstanding architecture. The panel said 
that its “sensitively planned public realm will 
bring significant benefits not only to those 
living and working in this development but 
also to the wider community”.

Our own construction team are building the seven blocks – five residential and two 
commercial – at this development. Once completed, there will be 202 new homes available  
for a mixture of outright sale, shared ownership and affordable rent, plus more than  
1,500 sq metres of commercial space.

2017/18 2016/17

Number of transfers and mutual exchanges 410 446

Right to Buy/Right to Acquire enquiries 667 1,172

Our performance
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Our customer promise
L&Q has been on a major journey since we 
integrated formally with East Thames in April 
2018. In the run up to integration, we focused on 
doing the basics well. In doing so, in some areas, 
we didn’t always deliver the quality of service we 
wanted to and we let some of you down. 

We are determined to change that. Our 
corporate plan sets out how we want to 
transform our customer service. You have told us 
that we don’t always communicate clearly and 
consistently with you, that we tend to 
overcomplicate the simplest things and we are 
not always easy to deal with. 

To help us change this, we have worked with 
residents on our Neighbourhood Committees 
and our people to develop a customer promise. 

We want to do more than simply get the basics 
right. After all, those things are what you expect 
from us – and quite rightly. We want to put in  
 
 

 
 
place a strong framework where we can build  
a good relationship with you, based on trust  
and respect.

Here are the five things we’ll do for you under 
our customer promise:

• We’ll keep you safe

•  We’ll provide good quality homes and 
services for you

•  We’ll make it easy for you to deal with us

•  We’ll listen and act 

•  We’ll put things right 

For the coming year we will set measures and 
monitor against each element of the customer 
promise. In next year’s residents annual report, 
we’ll share with you how well we have met the 
commitments set out in the customer promise. 

Looking ahead
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