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It is mapped against our new Customer Promise, 
which sets out five things we pledge to do for you – 
from providing good quality homes and services to 
making it easier for you to deal with us.

Quite rightly, the Grenfell tragedy is still at the front of 
our minds two years after that terrible night. Making 
sure you are safe remains our number one priority. 

We continue to make sure all our buildings comply 
with the latest government guidance. Last year, we 
removed cladding on 13 blocks and we’ll finish fitting 
replacements this summer. We also replaced more  

than 2,000 fire doors, started our sprinkler refit 
programme, and completed more than 2,500 fire risk 
assessments.

We joined a government steering group, where we’ll 
test draft policies before they are made law to work 
out how practical and effective they would be. 

Naturally, quality has been in the spotlight since 
Grenfell, and L&Q was shown to have let down some 
of you at a new development in south London last 
summer. Please accept my sincere apologies if you 
were one of these people. 

This year, more than ever, we have put your needs, our social purpose, 
quality homes, health and safety, and tackling the housing crisis at the  
heart of everything we do. This report sets out specifically what we  
have done over the year. 

Message from  
the Group Board



Our Group Board and Executive Group 
immediately set up a task force to identify any 
other schemes and resolve their issues urgently. 
The task force identified 15 other schemes. Ten 
of the 16 schemes identified are now complete, 
and the work that remains outstanding is 
because the issues are more complex than 
initially expected.

However, we will not rest until all these works are 
completed, and we will learn from our mistakes 
to ensure they are not repeated in future. We 
also commissioned an independent review to 
look into wider issues, which has found that we 
are making excellent progress. 

While there was a strong focus on these 
schemes, we did not take our eye off the ball in 
respect of quality more generally. 

Our new, much higher home standard for the 
properties we re-let has seen a 30% increase in 
your satisfaction with your home on day one. 
And we have substantially increased the 
inspection regime for all new homes to ensure 
compliance with our new quality standard. 

Our ambition remains to help fix the housing 
crisis. Last year we completed nearly 2,900 new 
homes and started building 6,500 more – a 

record for a housing association. Some 60% of 
these homes will help low- to middle-income 
households have an opportunity to call 
something their home.

The quality of the homes we build and the 
ongoing involvement in our communities is as 
important to us as it is to you. 

This year, our work to transform communities has 
also continued, with another £7 million invested 
through the L&Q Foundation. This investment is 
helping to improve our residents’ chances in life. 
It helps people lead independent lives, secure 
employment and transform the fabric of our 
neighbourhoods to create thriving and 
sustainable communities. 

As always, we face the year ahead in a strong 
position, with a committed workforce, who will 
enable us to deliver services and homes we can 
all be proud of.

 

Aubrey Adams 
Group Chair



There have been some real successes. The 
launch of the Customer Promise – which 
was drawn up with input from residents – is 
one. It explains clearly what we should 
expect of L&Q. This annual report is the 
first time that performance has been set out 
against the five promises. 

The new standard for homes that are re-let 
is another. Now, if you move into an L&Q 
property, you’ll get new carpets and vinyl 
flooring, fresh paintwork and energy-
efficiency measures. You’ll even get a new 
kitchen and bathroom, if they were coming 
up for renewal. 

Your response to this has been  
really positive. 

Residents who had fixed-term tenancies 
have started to be switched onto lifetime 
assured tenancies. Knowing you can stay in 
your home for as long as you want is giving 
you a greater sense of security – and of 
belonging to the local community. 

The complaints process has been  
simplified and resolution times reduced 
dramatically too.  

We’ve seen significant improvements in the 
customer service centre, with waiting times 
cut, so now if you need to call, you’ll get 
through much more quickly. Plus, with more 
staff and extra training given, you’re now 
more likely to get your query answered 
there and then. 

The launch of the customer panel means 
L&Q is reaching out to residents in a way 
that suits us, rather than in a way that suits 
L&Q. So more residents are helping to 
shape homes and services as a result.

Your health and safety has remained the top 
concern this year. L&Q has invested heavily 
in keeping you safe. It’s about more than 
our homes – it’s about us and our families. 
We are the L&Q’s number one priority. 

However, unfortunately, they haven’t always 
got it right. This year, they disappointed 
people at a scheme where they didn’t give 
the service residents should expect. 
 
I’m pleased to say they responded quickly 
and well. They commissioned an 
independent review and set up a taskforce 
to tackle issues there and at several other 
schemes where service was not up to par. 

Message from the  
Resident Services Group

A lot has been achieved over the past year, but it has also 
been a year of challenge. Perhaps above all else, what 
we’ve seen this year is that everything starts with residents.



Importantly, residents were involved in driving  
that improvement. 

This unfortunate episode made L&Q take an honest 
look at themselves. Ultimately, it has not only helped 
residents at these specific schemes but has also led to 
lasting changes for the better.  

The coming year poses some challenges for all of us. 
Brexit, for example, brings with it financial concerns  
for L&Q and for many of us residents in our  
day-to-day lives. 

However, it’s good to know that L&Q remains 
committed to delivering good services and keeping  
us safe. On behalf of all residents, I am determined to 
help them do that – and to challenge them, so that 
real progress happens. 

Fayann Simpson
Resident Services Group Chair 
Resident Board Member  



We have worked hard this year to improve the 
homes and services we provide. 

Highlights of the year include our new home 
standard, switching residents with fixed-term 
tenancies onto lifetime tenancies and the launch 
of our Customer Promise. We talk about these 
elsewhere in this report, and there are several 
other pieces of work that are of interest.  

Fire safety

The safety of our residents is our top priority. 
That’s why, this year, we’ve removed cladding on 
our taller buildings, replaced more than 2,000 
fire doors and started fitting sprinklers in high-
rise blocks. We’ve also carried out over 2,500 fire 
risk assessments on our buildings.

This reflects a move within the housing sector, 
where the main focus this year has been our 
collective response to the Grenfell tragedy. 
Following the publication of Dame Judith 
Hackitt’s independent review of building 
regulations in May, L&Q became one of the first 
participants in the Early Adopters Group.  

The review set out a series of recommendations 
to create a new regulatory framework and a 
culture change to create and maintain safe 
buildings. We have been working with the 
government to understand how these new 
building safety measures can be introduced. 

What we are doing to implement the changes 
made so far is set out in this report.

Tenure and security

Helping you to settle into your home and create 
a place for yourself within the local community is 
important to us. So, this year, we begun 
switching residents with fixed-term tenancies 
onto lifetime assured tenancies. We’ve already 
converted more than 4,000 tenancies. 
 

We are one of the first housing associations in 
England to do this, and other housing providers 
have since followed our lead. 

We also saw the government move towards 
greater security and protections for both private 
and social renters. The Homelessness Reduction 
Act 2017 came into force this year, placing new 
responsibilities on local councils to take steps to 
understand and prevent homelessness. 

For us, this means that where our tenants are at 
risk of homelessness, we must work with the 
local authority at the earliest opportunity. 

We have also seen the government looking at 
longer-term tenancies in both the private and 
social rented sector. For example, it has 
proposed to make it more difficult to evict 
tenants in the private rented sector without 
giving a reason. 

Together with tenants

This year, we’ve worked with residents to 
develop our Customer Promise. It sets out sets 
out five things we will do for you. You’ll find 
information about each of these things in the five 
main chapters of this report. 

We’re also delighted to be among the first social 
landlords to sign up to a government-backed 
National Housing Federation scheme to make 
sure that housing associations are accountable  
to tenants.

The scheme, called Together with Tenants, sets 
out draft proposals aimed at making sure 
housing association boards are accountable and 
subject to scrutiny from residents through four 
major actions.  

The headline pledge – board accountability – 
would involve being able to report problems to 
the housing association board. In turn, the board 
would be expected to respond and put plans in 
place to address any issues.

The past year
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Better homes and services at 
challenging schemes

This year, we’ve learned from mistakes we made 
at a small number of our newer schemes where 
there have been persistent building problems. 

We set up an executive-led task force to resolve 
all outstanding issues as quickly as possible and 
to agree compensation for those of you who live 
at these schemes. 

We have also worked to embed what we learned 
so we achieve long-lasting improvements to our 
service to you. As part of this, we undertook an 
independent review of our response. The review 
was co-chaired by Fayann Simpson, our resident 
board member, and L&Q residents were closely 
involved in this review.

We would like to apologise again to you if you 
have suffered delays in resolving issues affecting 
your home. This is not the standard of service we 
aim to provide.

Build London Partnership

We are partnering with small housing 
associations across the capital to unlock small 
sites and realise the city’s build potential through 
the Build London Partnership programme. The 
initiative stems from the idea that housing 
associations, big and small, need to work 
together to tackle the housing crisis. 
 
Our role is to support smaller housing 
associations through the development process 
to provide affordable housing across London. 
 
The programme is jointly funded by the L&Q 
Foundation, which will invest £100 million, and  
the Greater London Authority, which will invest 
£80 million.
 
The first site to come out of this partnership, in 
Ealing, will see 16 new affordable homes built by 
Taylor French Developments Ltd on our behalf 

for Westway Housing Association. The homes, 
which will include a mix of shared ownership and 
London affordable rent, are due to be 
completed in August 2020.
 
Westway is a community-based housing 
association which aims to build balanced 
communities and provide opportunities to 
people who have faced discrimination,  
especially people from black and ethnic  
minority communities. 

Expanding to the North West

We’re hoping to welcome Trafford Housing Trust 
to the L&Q Group this year. The acquisition of  
a North West-based housing association will 
mean we can do more to help solve the national 
housing crisis.

Manchester has a shortage of 200,000 homes. 
By working with Trafford Housing Trust, we aim 
to build 20,000 quality new homes over the next 
ten years. Half of these will be affordable. 

We have already been working with them to 
build nearly 700 homes in the Manchester area. 
We have another 850 planned as part of  
that partnership.

Almost all our homes are in London and the 
South East and we remain committed to this part 
of the country. We will carry on looking for 
opportunities to build new homes in the capital 
and the Home Counties.  

We also remain committed to investing in our 
existing homes and improving our service. Our 
work in the North West will not divert our 
attention away from providing good quality 
services to you.

Trafford Housing Trust currently has 9,000 homes 
and provides homes for rent, sale and shared 
ownership. There are no plans at this stage to 
change its name.

L&Q
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Our year at a glance 
Here are some of the highlights of 
what L&Q achieved over the  
last year.

Our performance

of you were happy with the 
quality of our repairs

83.9%

We completed 
91.7% of repairs 
within target 

By the end of the year, 
we responded to 85.9% 
of all complaints within 
two weeks

More than 3,600 of you 
got involved in feeding 
back on our services 

We helped 
606 of you 
into work 

70.4%
 

86.1%
 

of you found us friendly 
and helpful when you 
moved home

We replaced  
3,000+ kitchens

of you said you were 
satisfied with us.

10   L&Q
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We’re 
working hard 
to improve 
our figures 
for next year.

of you said our repairs 
appointments were 
convenient for you

92.9% 

of you were happy 
with what your home 
looked like on the day 
you moved in 

79.6%

We answered  852,500 of your calls, 
emails and social media messages

We invested an 
average of 
£2,177 per 
property to 
keep your 
homes in a 
good condition

We offered 5,635 people 
a new lifetime tenancy 
and converted 3,752 

2,874 New 
homes 
were built

Since September, 
we’ve fitted out 
2,100 homes to our 
new higher standard

L&Q
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Providing good quality homes and services 
Our new Customer Promise says we’ll provide good quality homes and services for you. That’s 
because we want you to be happy in your home and community. To do that, we will:

•  Maintain your home to a good standard

•  Complete everyday repairs as quickly as possible at a time that suits you

•  Look after shared spaces as if they were our own

•  Build high quality, desirable homes

•  Work with you and others to create vibrant, sustainable and happy communities.

Here’s a snapshot of how we’ve done over the past year. 

Some of these figures represent a fall on 
previous years and mean we aren’t where we 
want to be. However, they are average figures, 
taken over the whole year. If we look more 
closely at our performance in recent months, 
there are some very clear signs of improvement. 

We base our overall satisfaction figure on 
responses we receive from people who’ve been 
in touch with us about something. 

Maintaining your home

Last year we made a record level of investment in 
our existing homes. We spent £150 million on 
work such as day-to-day repairs, empty homes, 
decorating, gas servicing, electrics, water testing 
and other compliance.  

We spent a further £91 million on major and 
planned repairs, such as kitchens, windows, 
roofs, lifts and heating. This has meant that 3,000 
of you have had new kitchens installed, 400 of 
you have had new bathrooms and 2,700 of you 
have had new boilers. 

We’ve also been equipping your homes with 
what they need to meet the demands of the 
modern world. We’ve started to provide ultra-
fast, ultra-cheap broadband for you, and we aim 
to be the first housing association to offer this to 
all our customers. 

At a day-to-day level, we’re doing all that we can 
to improve how you feel about our repairs and 
maintenance service. Satisfaction with the quality 
of repairs stands at 83.9%, down a little from 
84.7% last year. We’ve set ourselves a target of 
reaching 88.0% next year. 

Last year This year

Overall satisfaction with L&Q 74.0% 70.4%

Satisfaction with the condition of a re-let home 63.7% 79.6%

Average time to complete repairs 12.3 days 13.7 days

Estate actions completed in target N/A 76.5%

Planned maintenance completed N/A 83%

Number of new homes built 2,453 2,874

Our performance
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We believe that having an in-house maintenance 
team gives us greater control over the service we 
provide to you. That’s why we have recently 
extended our Direct Maintenance service into our 
eighth and final area, our North Neighbourhood. 

This means we’ll now be able to provide a better 
and more flexible maintenance service for all our 
residents in London and the South East.

Speedy repairs

The number of days we’ve taken to complete 
repairs has risen slightly this year, from 12.3 to 
13.7 days. This is because we’re repairing many 
more things than we used to – we’re now fixing 
fences, undertaking pest control, repairing 
internal doors and fitting bathroom lights,  
for example. 

We’re also redecorating after we’ve carried  
out a repair.

Even so, we’re determined to get this figure 
down. We’ve recently taken on more repairs 
operatives, so that we can carry out the repairs 
you need sooner.

We’ve also run a trial offering evening and 
weekend appointments for electrical and 
plumbing repairs in five Neighbourhoods.  
We’re now checking feedback with a view to 
making this standard. 

Plus, we’re working to complete more repairs 
during our first appointment – we’ve set 
ourselves a target of 80% first-time fix by next 
year. We’ll do this by improving how we schedule 
work and getting the right skilled tradespeople 
to the right jobs.

Next year, we aim to complete 90% of everyday 
jobs – things such as plumbing, electrics, gas, 
guttering and external lighting – within ten days. 

Communal spaces

Each year we carry out planned maintenance  
on blocks, to keep them in good condition. 

This year, we’ve redecorated over 8,000 
buildings inside and out as part of this 
programme and replaced 750 roofs. We’ve also 
fitted remote monitoring systems for lifts in 56 
blocks. This means that if there are problems 
with our lifts, we will be the first to know and  
take faster action to fix it. 

Our involved residents work with us to keep 
estates looking as attractive as possible. They 
help us identify what needs doing to keep our 
estates up to scratch. This year, we carried out 
76.5% of these jobs on target, and we’re working 
towards hitting 80% next year. 

High quality homes

This year, we’ve built 2,874 homes, giving more 
people a roof over their heads. 

We also re-let around 2,500 homes a year and 
this year we’ve seen a huge improvement in 
residents’ satisfaction with their home on the  
day they move in. That’s because of the home 
standard we introduced this year. 

Now, when someone moves into one of our 
homes, we’ll have redecorated throughout first, 
and fitted new flooring in their kitchen and 
bathroom and new carpets in all other rooms. 
We’ll also have replaced their kitchen units and 
bathroom fittings, if they were due to be 
upgraded within the next five years, and installed 
energy efficiency measures, where possible.

This explains why residents are so much happier 
with their home on day one – up from 63.7% last 
year to 79.6% this year. Next year, we’re aiming to 
reach 85% on this measure. 

L&Q

 

Residents annual report 2019    13





Our performance

Vibrant communities 

We’re committed to transforming communities. 
This year, we’ve invested another £1.9 million in 
this through the L&Q Foundation, as part of a  
£7 million overall spend this year. 

The type of projects we’ve supported have 
focused on maintaining a healthy lifestyle, 
providing opportunities to exercise or learn more 
about healthy eating and how to shop and cook 
nutritious meals. Others centre on reducing 
isolation among our most vulnerable residents, 
working together with L&Q Living, our care and 
support arm.

Standout projects include People of Providence, 
delivered by Cardboard Citizens, which brought 
the community together to tell their stories 
through performances and explored the 
challenges they face. Get Active, delivered by 
L&Q Living, supported our older residents to 
take part in activities such as walking, gardening, 
and film and photography courses, with other 
local people.

Over the last year, we’ve worked with involved 
residents on our Neighbourhood Committees  
to develop and deliver projects that aim to bring 
people together and meet local need. In total, 
they’ve given 40 local projects the go ahead  
this year. 

Examples include using stories to improve child 
literacy in east London and working with young 
people in communities affected by crime and 
violence. We’re also helping older people to stay 
fit with Zumba and to use music to recall 
moments from the past in south-west London. 
The committees in south and south-east London 
also gave the thumbs up to using water sports  
to help local disadvantaged and vulnerable 
young people.

We invested £1.9 million in 
transforming communities 

through the L&Q Foundation

L&Q
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Giving new life to  
old clothes
Haringey resident Olivia 
Nelson-Reshat has learned 
how to upcycle, thanks to 
sewing workshops delivered 
by the ethical clothing brand  
Mayd with support from the 
L&Q Foundation.

Local sewing workshops have reignited 
Olivia Nelson-Reshat’s passion for fashion.  

“When I was younger, I studied fashion 
design and used to make clothes all the 
time,” says Olivia. “My mum even bought 
me a printing table and I used to design 
and print my own fabrics.”
 
Olivia is a busy mum and so she hadn’t 
been able to follow her passion for sewing 
for a while. 

“It’s was such a shame because I love 
sewing, but when you have a family it’s 
hard to find the time,” Olivia says. “When 
you’re so busy, you just never seem to get 
around to it.”

So when she heard about the class and all 
the exciting projects they had planned, 
she couldn’t wait to sign up. 

“It makes such a difference having a place 
to come and dedicate a whole morning,” 

says Olivia. “It’s also great to meet other 
people and I’m able to help those who  
are beginners.” 

During the workshops, residents were 
taught how to use a sewing machine and 
were given different projects each week 
using recycled materials. They refashioned 
old jeans into backpacks and made 
cushion covers from old fabric.

As well as completing the weekly projects, 
Olivia has been making clothes for her 
daughter Sureya, who came along to the 
workshop during her half term.

“It makes such a difference 
having a place to come and 
dedicate a whole morning” 

Olivia hopes there are other workshops in 
the pipeline so that she will have the 
chance to do something like this on a 
regular basis.

“It would be great to learn wood craft, 
mechanics or painting and decorating,” 
she says. 

“I think if you came here every week, you 
would be able to make garments and 
items good enough to sell within a year.”





We calculate how easy we are to deal with by 
asking you for feedback after you’ve been in 
touch with us. This is the first year we’ve tried  
to use a figure like this to understand how  
we’re doing. Next year, we’re aiming to reach  
the 80% mark. 

Settling in

Our new home standard, introduced this year, 
involves giving a home a complete makeover 
before new tenants move in. It has significantly 
improved how you feel about your home on  
day one. 

On top of this, 70.5% of those of you who moved 
home this year said you were happy with how we 
handled your move, up from 67.7% last year. 

That’s not all. As a result of your feedback, we’ve 
set up a team to help you move home. Our new 
Mobility team will help make it easier to find a 
mutual exchange or to apply for a transfer.  

We’re also switching residents with fixed-term 
tenancies onto lifetime assured tenancies. The 
team are working hard to make the process as 
smooth as possible for residents.

We’ve contacted almost 6,000 fixed-term 
tenants and have already converted more than 
4,000 tenancies. We expect to convert most of 
our fixed-term tenants by the end of the year. 
This helps the residents feel more secure, so they 
can put down roots locally. 

Getting in touch

We’re determined to make it easier for you to get 
in touch. Unfortunately, 15.2% of calls to our 
customer service centre were abandoned this 
year, up from 10.7% last year. However, this 
yearly average hides some great improvement in 
recent months. 

At the end of March, we’d got the abandonment 
rate down to just over 11%, even though we were 
receiving 17% more calls than the year before. 

In fact, our customer service centre took more 
than 852,500 calls, emails and social media 
messages from you during the year – and we’ve 
take on extra people so we can deliver the 
service you need from us. 

We’re also answering calls more quickly – by the 
end of the year, the average wait time was 168 

Making it easy for you to deal with us 

Our Customer Promise says we’ll make it easy for you to deal with us. We want you to have a great 
experience with us, so we’ll:

• Do our part to make settling into your home as easy as we can

•  Make it easier for you to get in touch and find the information you need

•  Make payment transactions easier

•  Clearly explain any changes to your rent and service charges

•  Make it easier to book a repair appointment.

Here’s a quick overview of how we did over the past year. 

Last year This year

How easy we are to deal with N/A 74.2%

Percentage of calls abandoned 10.7% 15.2%

Our performance
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seconds. We’ve also become quicker at 
answering online forms and emails asking for 
repairs, and we now respond to almost all these 
requests in less than two days. 

Overall resident satisfaction with the customer 
service centre continues to increase and reached 
an all-time high of 88.9% this year. That’s partly 
because we’ve given our people extra training so 
they can answer your queries the first time you 
contact us. 

We’ve also introduced some new processes to 
make things quicker and easier. Our new 
approach to fly tipping, for example, has cut the 
number of queries raised by 800 a year – and, 
more importantly, means rubbish is removed 
much more quickly. 

We’ve also cut the time it takes for you to receive 
a replacement key fob from us. It’s now just five 
working days – before, it could be up to 35 days. 
We have done this by removing some of the 
stages in our old process. Plus, we now have the 
new fob sent directly to you, rather than ask you 
to collect it from us. 

Making payments easier

We want to make it easier for you to use our 
online services, so you can book a repair, for 
example, anytime, anyplace, on any device. 

We made some cosmetic changes to our  
website during the year. We aim to launch a  
user-friendly online help and advice service on 
the website in 2019.  

Later, when we launch a new website, you’ll be  
able to check your rent statement and make 
payments at a time to suit you. What’s more, 
you’ll be able to book a repairs appointment  
and see what’s happening with repairs you’ve 
asked for.

Rent and service charges 

We understand that it is important for you to be 
really clear about what services you will pay for 
and that you are getting the best value for 
money. That’s why we’ve had experts review how 
we calculate and process service charges and 
we’re now working to implement their 
recommendations in the coming months. 

Our aim is to be more consistent and transparent 
in how we set service charges, so that you know 
what you should expect to pay.

Booking a repair

This year, we kept 92.5% of the appointments we 
made for repairs. We’re determined to get that 
figure to 95% this year.

Part of how we’ll do that is by having our own 
people carry out your repairs, rather than 
contractors. We’ve taken on more maintenance 
operatives this year and extended our in-house 
repairs team to all parts of London. 

This year, 92.9% of you said the repairs 
appointments we offered you were convenient 
– and we’re aiming for 95% next year. 

We kept 92.5% of the 
repair appointments 

we made this year

L&Q
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After years of sofa surfing, 
Andy Jones found a place to 
call home for him and his dog 
Whitney. Now, having 
switched from a five-year 
tenancy to a lifetime one, he 
has a home for life and can 
really settle down.

When Andy Jones left his job in a pub, he 
lost his home above it too, so he had to 
find somewhere else to live. At first, he 
moved in with his partner, but after they 
broke up, he was left sofa surfing.

“I was stressed every day,” he says. 

A viewing of a one-bedroomed flat in 
Brixton proved the turning point for him. “I 
knew it was home as soon as I walked in,” 
says Andy. “It even had a small garden for 
my dog so, for me, it was perfect.”

Andy got to work as soon as he moved in. 
He sanded the original wood floors and, 
outside, he covered the concrete with 
Astroturf and added some planters.

“When the work was done, I sat back in 
my garden and felt like a weight had been 
lifted,” says Andy. 

It didn’t take long for Andy to settle into 
the area – and thanks to his dog, he soon 
made friends with his neighbours.

“Everyone was happy for me, especially 
my mum who welled up when she saw my 
new home,” says Andy. 

But one thing still troubled him – he  
had been given a standard five-year 
tenancy agreement. 

“I still felt a bit insecure, as I was used to 
landlords selling up and forcing me to 
move out,” he says. “I wasn’t sure whether 
L&Q might do the same.”  

Then he received a letter that gave him  
the extra security he was looking for. It 
said that we were switching fixed-term 
tenancies to lifetime ones and that he 
could have a permanent home if he 
wanted it. 

“I was in disbelief when I read it,” Andy 
says. “I cried a bit, I have to say.”

Now he is positive about the future for the 
first time in years. “Having lived out of a 
suitcase for so long, I never wanted to put 
down roots,” says Andy. 

“Having a lovely home and a secure roof 
over my head has really changed my life,” 
he says. “I will always be eternally grateful 
to you for giving me a home for life.”

Switching residents 
to lifetime tenancies



These two measures are both new, so we don’t 
have figures from previous years to compare 
them to. 

We’d like to get to a point next year where at 
least 75% of you tell us you felt we listened to 
you and acted on what you said. 

This year, we’ve launched our online research 
panel – and more than 3,600 of you have already 
signed up to take part. It aims to help us better 
understand your opinions on a range of topics 
via monthly surveys, and in turn to use this 
feedback to improve our services. 

Over 500 people have also joined the panel’s 
Facebook group, where there are more 
opportunities to feedback and discuss issues. 
The first of their surveys generated some 
interesting insights. 

When thinking about where they live, panel 
members said the top three housing issues are: 

• General condition of their home (81%)

•  Risk of antisocial behaviour (81%)

•  General condition of the building or  
estate they live in (79%). 

Looking at a wider range of topics, housing 
ranked alongside the NHS and concern about 
crime among the top three issues of importance 
to you. 

Panel members have already fed back on topics 
such as fire safety, online services, damp and 
mould, estate services, antisocial behaviour and 
the planning process for new developments.  
We will make sure that the results of these 
surveys are fed back to residents through the 
quarterly Homelife magazine and on the 
customer panel Facebook group.

Panel members also told us that they would like 
to discuss repairs, improvements to our services, 
communicating with L&Q, complaints, parking, 
service charges, moving options, visibility and 
communication.

Listening and acting 

Our Customer Promise says we’ll listen and act. We want you to trust us to be on your side, so we’ll:

•  Always be friendly and helpful

•  Be straight with you and clear about timeframes

•  Aim to resolve your query on the same day when we can

•  Keep you informed about what’s happening

•  Be here to help if you need it

•  Be upfront with you about our performance and what we’re doing to improve it.

This residents annual report is part of our effort to be upfront with you about how well we’re performing 
and what we’re doing to improve it. Here are some key figures for our performance this year. 

This year

We listen to your views and act upon them 71.6%

Queries completed same day 25.9%

Our performance
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We’ll cover these topics with the panel in the 
coming months and use the feedback to 
influence and shape what we do. 

Friendly and helpful

We’ve given people in our customer service 
centre extra training this year to help them 
maintain a friendly tone of voice when speaking 
to you on the phone. We want to make sure that 
we’re friendly and helpful in our communications 
with you, including when we write to you. We will 
continue to check that our emails and letters are 
consistent and give you the right information you 
need from us.

We set up a new team this year to help you when 
you want to move home. The results have been 
strong – 86.1% of you said you found us friendly 
and helpful when you were moving home. That’s 
an increase from 78.0% last year. 

This year we’ve also begun measuring what you 
think of how our people behave towards you 
when you have a repair that needs doing. Some 
67.8% of you told us you felt they had listened to 
you and acted on what you’d said. We want to 
get that figure up to at least 75% next year. 

Timeframes

We’re working hard to improve the proportion of 
queries completed on the day we receive them 
too. We set up a team to resolve tricky enquiries 
– the sort that we would have had to pass 
between departments before. They’ve had great 
success in cutting the time you have to wait for 
an answer. 

Our average for the year is that 25.9% of queries 
were resolved on the same day. Now that our 
new team is in place and we’re learning from 
them, our aim for next year is to reach 40%.

The average time it took us to resolve a query 
this year was a disappointing 11.0 days, up from 
7.4 last year. With the new team in place and 
extra training, our aim next year is to get this 
down to just 3.0 days.  



Keeping you informed

This year we have introduced text-message 
notifications so that you will be kept up to date 
on the status of your repair or of repairs to 
shared communal areas.

At a broader level, we try to keep you updated  
in a variety of ways. Locally, we use posters, 
estate newsletters and estate noticeboards – 
online or on block walls – to let you know  
what’s happening. 

Our website is also popular with residents,  
and by the end of this year, more than 53,000  
people visited per month, up from just under 
45,000 the previous year. The resident sections 
of the website are particularly popular, as is  
our quarterly digital magazine for  
residents, Homelife. 

This year, we’ve focused on giving you the 
content you need in Homelife, and subscriptions 
have risen by 15.3%. We email subscribers to let 
them know when a new issue has been 
published, and open rates for the emails have 
increased this year by 55.0%.  

Our YouTube channel is also very well-liked – and 
some of our films showing you how to complete 
simple repairs around the home have been 
watched thousands of times. 

 
 
 

Here to help

Statistics show that one in four of our residents is 
unemployed, and one in three thinks they are 
unlikely to progress in their current job. Through 
the L&Q Foundation, we’re here to help you find 
and keep the job you want. 

So, whether it’s helping you move from 
unemployment to employment, or helping  
you land a better job, we’re on hand with 
support and advice. 

Our in-house team deliver a job brokerage 
service, working with employers in a wide range 
of sectors to match the people we support to 
vacancies. This year, our residents have started 
work in a range of sectors, including retail, 
transport, health and social care.

In fact, we helped 606 of you into work this year 
– and 285 more of you took training through us 
to help you get a job or progress at work. 

We’ve also helped those of you who need 
support to manage your finances. Pound Advice 
is our financial advice and debt support service 
for our residents. It is managed by We Are Digital 
and provides both debt advice and financial 
capability and wellbeing support, through  
face-to-face and telephone help across London. 

Each year, around 3,000 of you take up this 
support – and we estimate that we help you  
get around £8 million a year in extra income  
as a result.

More than 53,000 
people visited 

our website per 
month this year
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Residents prompt 
brighter welcome home
Encouraged by our 
residents, we’ve improved 
how we fit out homes ready 
for new people to move in. 
So, if you move home with 
us, you’ll get a brighter, 
fresher start to your tenancy.

Fayann Simpson is a resident member of 
L&Q’s Board. She felt we could make the 
homes we re-let more appealing for 
people on day one of their tenancy.  

Feedback from other new residents 
agreed – some of you had said you would 
have liked your home to have been 
redecorated beforehand.

So, this year we’ve worked with her and 
other involved residents to agree a new 
standard for homes we refurbish after one 
set of residents has moved out and before 
another moves in. This will apply to the 
2,500 homes we re-let each year. 

In the past, our refurbishment work 
focused on health and safety issues –  
such as gas and asbestos checks – and  
on updating kitchens and bathrooms,  
if necessary. 
 

We would then give you vouchers for a 
DIY store, so you could redecorate to your 
own taste. 

But this left some of you feeling a bit 
disappointed when you first arrived,  
you said. 

So we changed this. We now  
redecorate throughout and fit new  
carpets and vinyl flooring before you 
move in and, where possible, install  
energy-efficiency measures. 

Plus, if the kitchen and bathroom were 
due to be replaced within the next five 
years, we now do it before you move in 
instead. We also have your new home 
professionally cleaned.

“Moving into a new home can be an 
exhausting experience – moving into  
a better-quality home makes the process 
easier and less stressful,” Fayann said. 
“The improved home standard will  
help residents get their tenancy and 
relationship with L&Q off to the  
right start.”

We believe that homes matter – our vision 
is that everyone has a quality home they 
can afford. By improving the standard of 
your home when you move in, we are 
giving you the best start we can to  
your tenancy.





We’re pleased that we’ve reduced the time it 
takes us to resolve your complaints – we’ve cut 
more than a third off the average time it has 
taken us to arrive at a resolution. However, our 
aim is to reduce this even further in future. 

Sorting things out

This year, we’ve more than halved our number of 
complaints and cut the average time taken to 
resolve a complaint. In part, we achieved this by 
having extra people working on complaints and 
by collaborating better across different 
departments.

Weekly meetings over the winter between our 
Gas and our Customer Relations teams, for 
example, meant that heating and hot water 
complaints were settled quickly and effectively. 

We’ve also supported our people in customer-
facing roles to feel they had the power to resolve 
more complaints at the very first point of contact. 

We track how long it takes us to resolve 
complaints. For us, the clock starts ticking from  
 

the very first moment we are contacted until the 
very last action is completed. 

This year, one area of focus has been to increase 
the percentage of residents we resolve 
complaints with quickly. By the end of the year, 
we had offered resolutions to 85.9% within ten 
days. Next year, we want to hit the 90% mark. 

Even though we’ve cut the average number of 
days to resolve stage one complaints down to 
39.6, we’re determined to get this down to 28 
days next year.  

This year, we’ve more than halved 
our number of complaints and 
cut the average time taken to 
resolve a complaint.

 
It’s fair to say, though, that we still receive more 
complaints than we’d like to. This year, the 
average per 1,000 homes was 9.7 complaints a 
month. We’re determined to get that down to 
8.0 by next year. 

Putting things right 
Our Customer Promise says that we’ll put things right. Of course, we never want to let you down, but 
if we do we’ll:

• Say sorry and sort it out as soon as we can

•  Aim to fix things first time 

•  Check you are happy with the outcome

•  Make it simple for you to complain

•  Usually resolve complaints in ten days

•  Learn from what we do well and where we need to do better.

Here are our top-line figures for the year at a glance.

Last year This year

Average number of days to resolve a stage one complaint 65.6 39.6

Percentage of complaints offered a resolution within ten days  
(year-end figure)

N/A 85.9

Our performance
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Quicker fixes

We’re also working to complete more repairs 
during our first appointment – our aim to is 
achieve 80% first-time fix by next year. We’re 
improving how we schedule work and getting 
the right skilled tradespeople to the right jobs to 
help us reach this target.

Your satisfaction

It’s important to us that when you make a 
complaint, you’re happy with the outcome we 
offer. We know that repairs and maintenance are 
among the things you care about most, so we 
watch satisfaction figures especially closely in this 
part of the business. 

This year, 82.3% of you were happy with the 
repairs and maintenance service you’d received. 
This isn’t as high as we would have liked, but it is 
a marked improvement on last year, when 73.2% 
said you were satisfied with the service. Next 
year, we’re aiming for 88%. 

Simpler, speedier complaints process

We’ve changed how we handle complaints, so 
you now get a quicker response when you tell  
us you think we’ve got things wrong. We’ve 
moved from a four-stage to a two-stage 
complaints process. 

We now aim to resolve 85% of complaints within 
a week, and 95% within two weeks. 

If you need to complain, the person you contact 
will take responsibility for trying to resolve your 
complaint there and then. If they can’t help – 
perhaps because it doesn’t relate to their part of 
the business – they’ll pass it to the right team 
immediately to resolve.

This is stage one of the new process. If you’re not 
happy with the resolution we offer you at this 
stage, you have the right to ask us to reconsider 
your complaint.  

In that case, our Customer Relations team would 
step in. They’ll check whether anything more can 
be done at this stage or whether your complaint 
should be escalated to stage two of our process. 

If we take your complaint to stage two, a senior 
manager from the business area will review 
what’s happened and come back to you directly.

Lessons learned

We now have the people and the processes in 
place to enable us to learn from our mistakes.  
It’s easier for us to track the root causes of  
issues, so we don’t repeat them. We’ve also  
set up a group of senior directors from across  
the business to monitor and learn from the 
complaints we receive.

This year, we’ve learned from errors we made at 
a small number of new-build schemes by setting 
up an executive-led task force and undertaking 
an independent review of how we responded to 
the mistakes we made. 

We aim to resolve 
85% of complaints  

within a week
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Learning from our 
challenging schemes

Last summer, we were shown 
to have let people down at a 
new development in south 
London. We made some 
mistakes there that made life 
unpleasant for its residents.

Our Group Board and Executive Group 
set up a task force straight away to check 
urgently whether we had any similar 
schemes and resolve issues at all of them. 
We also commissioned an independent 
review to look into wider issues, to help us 
make sure we never repeat these errors.

At this particular scheme, there were 
several areas of concern. Water getting 
into the building was one. So, we carried 
out repairs to the roof and replaced some 
of the plumbing.

Residents had experienced issues with  
the heating and hot water in their homes, 
so we looked into this and upgraded  
the heat and power system in the plant 
room. Residents now say they have a  
more consistent supply of heating and  
hot water. 

In the bike store, we fitted extra vents and 
moisture absorbers to help ventilation and 
reduce the smell of damp, and cut back its 
roof to allow rainwater to drain naturally. 

We refurbished the gates with new motors 
and sensors, and had new road markings 
painted to make it easier for residents to 
get in and out of the scheme. 

We replaced lighting in corridors and the 
bin store and installed a new store for 
buggies. New wayfinding signage and 
replacement post boxes are due to be 
fitted, and landscaping the communal 
gardens has started.  

Importantly, we kept residents updated 
throughout the work, so they knew what 
to expect. 

The task force identified 15 other schemes 
where we needed to pay extra attention. 
Work on ten of them is now complete, and 
the work that remains outstanding is the 
result of some complex issues where more 
work is needed than we originally thought, 
including upgrades in accordance with 
new health and safety legislation.  

We’ve said sorry to residents on these 
schemes. We’ve also used this as an 
opportunity to improve how we work. The 
independent review we commissioned has 
praised the changes we have made to our 
processes that will help us achieve this and 
has also made several further 
recommendations. 

We are determined that mistakes like 
these will never happen again. 





Two years after the Grenfell tragedy, your safety 
remains our number one priority.   

This year, we’ve removed cladding on 13 blocks. 
We’ve replaced it on some and we’ll finish the 
rest over the summer. We’ve also replaced more 
than 2,000 fire doors, started refitting sprinklers 
in high-rise blocks. 

We have carried out over 3,000 fire risk 
assessments on our buildings this year. For each 
risk assessment we identified actions to keep  
you safe, such as upgrading fire doors, updating 
fire safety signage and making sure escape 
routes are clear of obstruction. In total, we 
created almost 6,500 actions and completed 
over 4,800 of them. 

At the end of the year, around 690 remained 
outstanding and went overdue. This is largely 
because they are more complex, involving 

several different types of work, or because we 
haven’t been able to get into people’s homes. 
We’ve continued to make progress on these 
actions and have also now created a specific 
team to help us with access issues. 

We’ve joined the government’s early adopters 
steering group too, directly testing fire safety 
policy to see how practical and effective it is  
to implement. 

In fact, Fayann Simpson, the chair of our Resident 
Services Group and a member of our Group 
Board, is part of that group. She has been one of 
our residents for over 20 years and will champion 
your views.

We’ll continue to work with partners to make 
sure all our buildings comply with the latest 
government guidance.

Keeping you safe 
Our Customer Promise says we’ll keep you safe. That means we want you to feel safe and secure in 
your home and community. To do that, we’ll:

•  Keep your home dry and safe

•  Keep shared spaces clean and safe

• Help resolve issues causing concern to you and your community

•  Offer support and work with our local partners to help ensure your wellbeing.

Here’s a figure for our performance for the year.

This year Next year

Percentage of overdue actions from fire risk assessments 31.5% 10.0%

Our performance

Over 80 specialist 
agencies help us 
provide supported 
housing management
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Dry and safe

We carry out gas safety checks on all our homes 
each year. This year, we’ve checked 99.7% of our 
homes. We’ve also halved the number of homes 
we couldn’t get into within three months of the 
deadline, from 25 to just 13. 

What’s more, we’ve introduced extra energy 
efficiency measures to our home standard. So,  
as well as making homes ready to live in from  
day one, we will take the opportunity while 
homes are empty to make them warmer. This is  
a new approach to making homes more energy 
efficient and is part of a much bigger push  
by us to tackle fuel poverty and cold homes.

Shared spaces 

Keeping communal areas clean and safe is a big 
part of what we do. It’s important to know that in 
the event of a fire, rescue services could get in 
and out of a building quickly. That’s why we’ve 
taken a stricter approach to items left in 
communal areas this year. 

We’ve also been working to tackle repairs to 
communal areas. By the end of the year, 
however, 30.2% of our repairs due to communal 
areas were overdue. We’re aiming to get that 
figure down to under 15% next year. 

Community concerns 

Thriving communities can make a huge 
difference to local people – and it is often  
those very people who know most about the 
issues within their local area. That’s why we  
work with you and others in the community  
to tackle problems. 

We launched our Place Makers Fund this year. It 
awards grants to local groups, organisations and 
charities to develop and deliver projects that  
 

bring people together and meet local need. It is 
run by the L&Q Foundation and this year, it 
supported 30 projects. 

One stream of the fund, Place Makers Local, is 
overseen by involved residents on our eight 
Neighbourhood Committees. It has been 
designed to provide backing for smaller, 
community-led projects. 

During the year, we’ve awarded grants to a 
variety of community projects. These include 
gardening groups and family support 
programmes to give parents opportunities to 
meet up and reduce isolation. We’ve also 
supported projects that give young people living 
in disadvantaged areas the chance to learn skills 
and gain qualifications.

Working with partners

We work with a range of partners to provide 
services to you. They range from the government 
on national policy initiatives to local councils and 
service providers for a range of other services. 

The Build London Partnership, set up this year, is 
a good example of the impact we can have when 
we work with others. We’ve teamed up with 35 
small housing associations across London to 
unlock small sites to build on. Funded with £100 
million from the L&Q Foundation and £80 million 
from the Greater London Authority, the 
programme aims to support 1,000 new, 
affordable homes in London by 2022.

Our care and support arm, L&Q Living, is 
another good example. This year, it has worked 
with over 80 specialist agencies to provide 
supported housing management. 

Over 2,500 people benefited directly from this 
during the year, including 950 homeless people 
and almost 140 people fleeing domestic 
violence. This is in addition to the 3,000 L&Q 
Living residents we provide direct support to. 
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L&Q Inclusion is the flagship 
initiative of our care and 
support arm, L&Q Living.  
It aims to reduce social 
isolation and loneliness 
among our residents through 
activities, events and grants.

Each year, for example, L&Q Living 
organises an Olympics-style event for 
residents. Mile End Stadium played host to 
the annual athletics championships in 
summer 2018.
 
A record number of residents took part in 
the day’s events, which included the long 
jump, shot put, discus, 200-metre walking 
races and an 80-metre sprint. They were 
cheered on with great enthusiasm by 
fellow residents and our people.
 
These games are just part of what we do 
for people who live in our homes.
 
L&Q Living provides care and support 
directly and through agency managed 
services to people with a diverse range of 
needs. These include older people, 
people with learning disabilities and 
mental health needs and young people.
 
We understand that when it comes to 
care, everyone has different needs. That’s 
why we tailor our support services to each  
 

person and create support plans to help 
build independence through choice, 
involvement and control.
 
We also work with other partners to deliver 
our services. This year, for example, we 
have worked with the Greater London 
Authority to provide an extra 412 rooms in 
the capital for rough sleepers.
 
This is in addition to the various schemes 
in operation to house homeless people in 
London and the wider South East.
 
We’ve worked hard this year to provide the 
best homes and services we can.
 
Over the course of the year, L&Q Living 
piloted a handyman scheme across all our 
later life living schemes in Waltham Forest, 
for example. Feedback from residents has 
been so positive that we’ll roll out this offer 
to other schemes this year.
 
We’ve also invested heavily in our homes 
to make sure they meet the needs of our 
vulnerable residents. We’ve worked with 
interior designers to create modern 
environments that pass our ‘Mum test’ – 
would we want our own mum to live  
there? We have given five sheltered  
homes a makeover.
 
We’ve also started replacing pull cords 
with new modern digital devices. This 
project will also see us introduce Wi-Fi to 
all L&Q Living schemes, making it easier 
for our residents to stay in touch with 
friends and family.

Putting inclusion at the 
heart of what we do
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In this report we share how we 
performed between April 2018 and 
March 2019. The informtion is mapped 
against our new customer promise, 
which set out the things we pledge to 
do for you.


