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Welcome

Welcome to the Resident Impact Report
2025/26. It highlights how residents have
helped shape decisions and improve
Peabody’s services over the past year.

The Resident-Led Panel (RLP) is now in its third year.
Made up of tenants and leaseholders from across
Peabody, the panel represents residents’ views and
works with colleagues to improve services.

In 2025, the panel surveyed teams across Peabody

to understand how residents are involved in shaping
services. The survey identified good practice as well
as areas for improvement. The findings are helping to
inform new training for colleagues, planned for launch
in late 2026.

Residents have also worked with repairs teams

to improve communication between residents,
contractors and Peabody colleagues. This includes
ensuring repairs are recorded clearly, work
requirements are understood, and residents can
easily provide feedback.

Residents’ priorities continue to guide the panel’s
work. This year, six new members joined, bringing fresh
perspectives and strengthening representation across
Peabody’s communities.
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The Resident Experience Committee (REC) is an
assurance and delivery committee of the Board.
The committee includes members of the Peabody
Board and independent members, including

six residents. They help make sure we meet the
standards set by our regulator and focus on the
issues that matter most to residents. This year, REC
has challenged Peabody to improve how it handles
complaints, tackles damp and mould, reduces delays
in repairs and empty homes, and holds contractors
accountable for delivering a good service.

The RLP and REC will continue to work together to
develop and oversee scrutiny projects and build
stronger links with tenant and resident associations
and forums. By connecting resident groups and
bringing their views together, it helps residents have
a greater say in the decisions that affect their homes
and communities.

Resident-Led Panel Members
Abiola, Danny, Denise, Ingrid, John, Kevin, Lisa,
Melody, Rea, Troy and Vanessa.

Resident Experience Committee Members
Gossica, Karima, Matthew, Nivene, Peter and Tamsyn.



At a glance

This year more of you got involved, shared ideas and
influenced change. These numbers give a snapshot
of how you’ve helped shape the services we provide.

) 2,462 67
| residents got involved in residents applied to join

engagement activities the Resident-Led Panel

346

engagement activities,
including focus groups, drop-in
sessions, resident meetings and
community events

600+

colleagues completed better
writing training, following a
resident review

A24

514

residents belong to
Peabody Voice, our resident
engagement community

80+

Tenants & Residents’
Associations supported

It was encouraging to have the opportunity to get to participate in meetings with the actual
board/management members and be an agent for change and impact.

It has been insightful and encouraging so far and some good progress made, e.g. changes

to the website with more clarity and detailed information. The desire for improvement across
the organisation is fangible, although there can be a disconnect with the realities experienced
by residents. Colleagues are insightful, engaging, fun to be with and always helpful. It is an
experience I would recommend getting involved in.

Scrutiny Bank Member, North Counties
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Listening and acting 59

Listening to residents and acting on what
we hear is central to how we work. Our
Group Strategy targets a 10% improvement
in the Tenant Satisfaction Measure (TSM)
around listening to residents’ concerns and
acting on them.

So we’re embedding a more consistent and
organisation-wide approach to listening and acting,
which in turn is changing how we make decisions and
deliver our services.

What are TSM scores?

Tenant Satisfaction Measures (TSMs) are a
national set of measures that help residents
understand how well their housing association
is performing. They combine residents’ views
with information about the services we provide,
so everyone can see where we’re doing well
and where we need to improve.

How residents feel

Tenants
2024/25

Growing our resident engagement culture
Residents told us we weren’t always consistent
in how we listened and acted on their feedback.

In response, the Resident-Led Panel created an
organisation-wide Resident Engagement Survey
across 25 teams. Residents reviewed the findings
and worked with colleagues to develop an action
plan to strengthen resident engagement across
the organisation.

This year, we are introducing:

* a new organisation-wide objective for colleagues
to listen to residents’ concerns and act on them

» greater resident involvement in recruitment
* resident-focused induction for new colleagues
* resident-led engagement training for colleagues

 dedicated neighbourhood web pages for Peabody’s
neighbourhoods

The Resident-Led Panel and Resident Experience
Committee review progress quarterly.

Homeowners
2025/26

Homeowners
2024/25

Tenants
2025/26

% of respondents who are satisfied that 50.2%
Peabody listens to residents’ views and
acts on them.
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50.3% 15.5% 22.8%

The RLP leading on the Resident Engagement survey is
a prime example of holding Peabody to account which
has been favourably received. Meeting the CEO, Ian &
Deputy CEO, Elly, regional Managing Directors and the
Executive team along with various key staff who want
to improve the resident experience has helped.

RLP Member



delivering our
commitments from 2024 /25

North
Counties repairs

Last year, following feedback from the North Counties
Regional Forum, we improved our repairs service by
introducing better updates through text messages
and our resident portal, My Peabody, more support for
residents with additional needs and contact options,
including live chat.

How residents feel 2024/25 2025/26

Proportion of North 71.1% 73.0%
Counties tenants who’ve

had a repair in the last

12 months and are satisfied

with the overall repairs

service

Proportion of North 67.9% 71.4%
Counties tenants who are

satisfied with the time

taken to complete their

most recent repair after

reporting it

It was eye opening! I learned about
processes that needed updating or
adjusting! Seeing the people behind the
names/departments who wanted to hear
our issues and want o help resolve them.
I found the day brilliant, informative and
very helpful.

Scrutiny Bank Member, North Counties

What are
Regional Forums?

Our four Regional Forums (North East
London, North West London, South London
and North Counties) play an important role
in how we listen to residents and act on
what we hear.

They bring residents and senior colleagues
together to focus on the issues that matter
most in each area. This creates a space
where residents can share their experiences,
challenge performance and work with us to
work out priorities and find solutions.

TSM results show residents are now more
satisfied with both the repairs service and
the speed of repairs.

i
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How residents feel Tenants

2024/25

Proportion of North East London 48.1%

respondents who are satisfied that
Peabody listens to residents’ views
and acts on them.

Better Communication

During a resident-led scrutiny project last year,
residents told us our letters could be clearer
and friendlier.

In response, we created our Better Writing training,
which around 600 colleagues have now completed.
This focused on helping them write more clearly and
in a human and kind tone.

To measure progress, residents from the original
scrutiny reviewed eight randomly selected letters.

How residents feel Tenants

2024/25

Proportion of respondents who are 65.8%

satisfied that we keep them informed
about the things that matter to them.
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Resident
advocacy in North East London

In our last report, we highlighted resident advocacy
through the North East Regional Forum. Over the past
year, the Forum has:

* set up a Repairs Sub-Group so residents can
question senior managers directly

* elected new Forum leaders and introduced hybrid
meetings so more residents can take part

 created a direct link between residents and senior
leaders, helping raise issues such as lift breakdowns,
communal lighting and the My Peabody portal

* introduced local drop-in sessions to build relations
between residents and local colleagues.

In North East London, more residents feel we listen
to their views and act on them. We know there’s more
to do.

Tenants Homeowners Homeowners
2025/26 2024/25 2025/26

49.7% 16.6% 18.6%

The good news is that:

* 80% found our letters easy to understand

* 88% said the purpose was clear

* 92% understood what action they needed to take
However:

* 44% felt the letters were impersonal

 over a third reported some confusion

» almost a quarter felt the letters contained too
much information

In response, we’ve now hired a full-time writer to work
with colleagues to make our communications clearer,
friendlier and more consistent.

Tenants Homeowners Homeowners
2025/26 2024/25 2025/26

68.0% 39.3% 43.4%



Improving the
experiences you
have with us

Residents are increasingly influencing
our decisions.

For example:
* the Resident-Led Panel oversees all our resident
engagement

* panels are holding us to account over performance
in areas including complaints, communication and
homeownership (see below)

* residents are involved in policy, recruitment and
service design

Engagement in action:
Homeownership Panel

Homeowners told us they wanted a stronger voice
on the issues affecting them. In response to low
satisfaction, the Resident-Led Panel created the
Homeownership Panel in July 2025.

The panel brings shared owners, leaseholders and
senior colleagues together. Chaired by residents,

it initially focused on service charges and is now
expanding its remit fo cover estate services, repairs
and contractor performance.

As a result of this work:
* service charges are now a standing agenda item

* action tracking has improved

* clearer explanations of high-cost charges are now
prioritised

Website information has also been redesigned around
what homeowners want to see.

The revised pages include clearer information, simpler
navigation and improved accessibility. Since the
relaunch, the pages have attracted around 1,000
additional visits.

What’s next:
The panel will keep raising the issues that matter
to homeowners.

{4

As a member of the Homeownership Panel,
I’ve gained a better insight into the workings
of Peabody and the challenges they face. I
genuinely believe that everyone at Peabody
is committed to delivering a better, more
affordable service and quality of housing
and while we still have some way to go, we
are - through the Homeownership Panel -
slowly tfransforming Peabody intfo a more
responsive and transparent organisation.

Nick, Homeownership Panel

)

How residents feel 2024/25 2025/26

Proportion of shared 21.5% 26.3%
owners who are satisfied

with the overall service

from Peabody
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Engagement in action:
Contact Centre scrutiny

Residents told us communication through the Contact
Centre was inconsistent and they didn’t always get
clear or timely updates. In response, the Resident-

Led Panel commissioned a scrutfiny review: meeting
service leads, listening to calls and carrying out spot
checks before agreeing a set of recommendations with
colleagues.

As a result of this work:
» processes have been improved so residents get more
regular updates

* more than 80% of Contact Centre cases now get
an update within five days

« we’ve introduced “hold your place in the queue”
callbacks, so residents don’t have to wait on the line

» Live Chat has been extended across the website

This work has improved residents’ overall experience
and strengthened confidence in how enquiries are
managed.

What’s next:
Residents will continue reviewing performance
so we can keep improving the service.

({4

I had reservations about listening to the Contact Centre calls in the Ealing office. I was however
impressed by the tone and empathy of the call handlers, and the level of knowledge they were able
to access to help with the calls. Spending some time with the person dealing with the online enquiries
was also very impressive. They worked as a team, helping each other where necessary. I came away
thinking: ‘Wow, what a good job they are doing under pressure’.

Dawn, Scrutiny Bank

b3

Resident Impact Report 2025-26

How residents feel 2024/25 2025/26

Residents having a
‘perfect’ experience with
the Contact Centre: where
the colleague introduced
themselves to the resident,
was kind, understood

the query and clearly
communicated what would
happen next

TR



Engagement in action:
Service Standards

In 2025 we intfroduced new Service Standards,
co-created with more than 100 residents, to deliver
more consistent, transparent and responsive services.

Residents told us they wanted clearer communication,
faster responses and fewer delays in getting updates.
In response, the standards set clear expectations for
how to meet those goals.

Progress is measured against the priorities residents
identified. 66% met the five-day response target in
the six months after the Standards were launched.

While performance is improving, we know there’s more
to do to meet residents’ expectations consistently.

The Service Standards are now included in colleague
fraining, colleague inductions and performance
objectives and we regularly share updates on our
website and Home magazine.

What’s next:
This year, we’ll co-design a Service Standards
workshop for all new starters.

% of resident queries % of resident queries
receiving a same day resolved within five days

response from October from October 2025
2025 - March 2026 - March 2026

33% 66%

¢

Trust is the most important factor required
between the residents and Peabody and
that is how I want o see my housing
association run.

Engaged Resident

)
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Engagement in action: Building
trust at Nags Head estate

At the Nags Head estate in Tower Hamlets, residents
raised serious concerns about damp and mould,
alongside wider disrepair issues affecting their homes.

In response, we committed £3 million to improvements
and are working with residents to co-design the
changes that matter most to them.

Regular engagement sessions and drop-ins bring
together repairs, home investment, neighbourhood
and community safety teams. Colleagues are visiting
residents in their homes to progress individual cases.

Monthly co-design sessions have also led to:

* two new community garden areas, following
residents’ request for spaces to grow food and
socialise

* aresident working group supporting funding
applications for the gardens

What’s next:

Alongside delivering these improvements, residents
are involved in plans for new bin stores, a community
launderette and an estate-wide ventilation
improvement project. This work has started fo rebuild
trust, reflected in improving TSM results:

2024/25 | 2025/26

Proportion of respondents 30.3% 37.2%
living in the neighbourhood

which includes Nags Head

estate who are satisfied that

Peabody listens to residents’

views and acts on them.
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While there is still much work to do

on our estate, we have very much
appreciated the team supporting
monthly repairs and co-design drop-

in surgeries. These are much needed
due to the ongoing works on our estate
to rid it of damp and mould. We need
these to continue in order for tenants
to feed into the investment works on the
estate and raise issues around ongoing
repairs where needed.

Nags Head Tenant Association

b3




Influg
servic
matter

e

Engagement in action: South
London Regional Forum

Residents in South London raised concerns about
estate services, particularly communal repairs and
communication. They told us it wasn’t always clear
whether repairs had been reported, what would
happen next or how to frack progress.

In response, the South London Regional Forum
brought residents and senior colleagues together
to identify practical improvements, working directly
with the Head of Estate Services.

How residents feel Tenants
2024/25

Proportion of South London respondents 51.6%
who are satisfied that Peabody listens to
residents’ views and acts on them.

This led to a series of changes across the region:

* a new communal repair sticker system shows
residents when a repair has already been reported
and provides a reference number to track progress.
Nearly 200 stickers have been used

caretakers can now carry out low-level repairs and
report issues in real time

routine maintenance has increased, including
more frequent cleaning and improvements to
communal spaces

communication with residents about how repairs are
reported and managed has been made clearer

Tenants Homeowners Homeowners
2025/26 2024/25 2025/26

51.7% 10.9% 20.6%

Counties Regional Forum

The North Counties region covers Essex,
Buckinghamshire, Berkshire, Northamptonshire,
Oxfordshire, Cambridgeshire, Bedfordshire and
Hertfordshire.

Residents told us they felt more connected to their
local communities than the wider region. They also
raised concerns about communication, service charges
and the need for more locally tailored services.

In response, the North Counties Regional Forum
was created to better reflect the size and diversity
of the region and give residents more opportunities
to influence priorities.

Local engagement sessions gathered residents’
experiences and identified shared themes, which were
then brought into the Regional Forum to help decide
priorities and actions.

We listened to resident feedback and expanded our
local newsletters, helping residents stay informed
about the issues and services that matter most in their
area. We produced 210 newsletters, including 150 in
North Counties, with publication schedules tailored

to local demand, from quarterly updates to editions
published every 6 to 12 months.

How residents feel Tenants

2024/25

Proportion of North Counties respondents 55.7%
who are satisfied that Peabody listens
to residents’ views and acts on them.
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What’s next:

A new local action plan will give residents the
opportunity to scrutinise key services, including
repairs, damp and mould handling and complaints.

({4

Being part of the North Counties Regional
Forum has been a really positive experience.
It’s created a meaningful space for residents
to share their views and work directly with
Peabody to influence decisions that affect
our communities. I've particularly valued

the focus on key issues like communication
and service charges, and the way resident
feedback is genuinely shaping priorities and
driving visible change.

Vanessa, North Counties Regional
Forum member

b3

Tenants Homeowners Homeowners
2025/26 2024/25 2025/26

56.9% 18.0% 26.1%
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Meet the Board sessions give residents a direct voice in the decisions that shape their
homes and communities. They’re an opportunity to be heard, influence change and
build a stronger relationship with Peabody for delivering services that meet the needs

of residents.

David, Chair of Southmere Resident Association & Scrutiny Bank Member

b3

Bringing
the resident voice to the Board

In 2025/26, two Resident Voice sessions gave Board
members the opportunity to hear directly from
residents and better understand their experiences
of our services.

At the Board Strategy Day, residents shared their
views on safety, youth engagement, scrutiny and local
leadership. A dedicated Resident Voice session also
covered Contact Centre scrutiny, the Homeownership
Panel and the challenges facing Resident Associations.

What’s next: The Board will continue hearing directly
from residents, so their concerns are understood at the
highest levels.

Impact: After hearing from members of the
Homeownership Panel, the Board requested further
analysis of homeowner satisfaction and the impact
of service charges, ensuring future decisions are
informed by residents’ experiences.

pre

\’ rr-uummrrlfrrﬂ'ﬂ’-.l'l'

How residents influenced
decision-making at Board level

» Residents’ voices are now heard at every Board
meeting. Resident feedback is included alongside
performance data, while Board members continue
to meet residents when they visit homes, estates and
schemes, and by hearing resident stories through
videos and recordings.

* Residents are shaping how damp and mould
performance is measured. The Board is reviewing
residents’ views on what is most important when
reporting on Awaab’s Law (Damp and Mould),
so reports better reflect residents’ experiences.

* Residents helped strengthen resident representation
in governance. Feedback highlighted the importance
of resident involvement at every level of decision-
making. As a result, 3 of 11 Board members now
residents. A new resident member has been
appointed to the Resident Experience Committee,
where 6 of the 8 members are residents.
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Making a
difference
locally

Residents are leading local change and
we’re strengthening how we listen and
respond in neighbourhoods.

Over the past year, we’ve delivered more local events
and drop-ins, targeted engagement where satisfaction
is lower and improved coordination between teams to
provide a more joined-up service.

In March 2026 alone, we held and supported 15 drop-in
events attended by more than 200 residents.

As a result:
* many issues are now resolved on the same day

e communication between teams has improved,
so there are faster responses

* residents get clearer information and know what
happens next

* relationships between residents and local teams
are improving

Residents have responded positively, welcoming more
face-to-face contact and direct access to colleagues.

We continue to support local residents’ groups,
including Tenant & Resident Associations (TRAS),

to resolve service issues. Last year, we also reopened
and refurbished office spaces to give resident and
community groups more space to meet and

run activities.

({4

It really felt like Peabody were listening.
The local team were visible and
approachable and could look things up

in real time. The flexible hours for drop-in
surgeries made a big difference. It’s great
to finally put a face to Peabody.

Regional Forum Chair, North East London

)

Resident Impact Report 2025-26

Better Neighbourhoods
for better results

Wwe’ve introduced a new way of working called
Better Neighbourhoods in 23 locations. We bring
housing, caretaking and other local services
together to focus on the issues that matter most
o residents.

Regular local meetings and shared action plans
are helping teams spot problems sooner so they
can coordinate their response. Caretakers play
an important role, using their knowledge of
estates and residents’ concerns to help identify
local priorities.

Residents are already seeing the difference.

In Leytonstone, local discussions are helping
resolve issues more quickly and prevent
problems escalating. In Archway, residents are
more confident reporting concerns because they
can see action being taken. And in Brent, closer
working between services is helping residents
access support more quickly.

These early results show how listening to
residents and bringing local teams together can
help create cleaner, safer and better-managed
neighbourhoods.




Engagement in Action:
Palmer Estate

Residents at the Palmer Estate in Islington told us they
wanted greater visibility, clearer communication and
more opportunities to get involved in their community.

In September 2025 more than 20 residents attended a
drop-in session at the newly reopened Calcott Centre,
raising issues including repairs, community safety,
neighbourhood management and building concerns.

Over the following months:
* residents worked with Peabody to relaunch a Tenant
and Resident Association (TRA)

* a new management committee was established

» extra engagement sessions were held to
maintain momentum

* residents were supported to take on leadership roles
within their community

* residents now have a stronger voice to address
issues affecting their community. In 2026, they are
particularly focusing on repairs

A second drop-in session in March 2026 gave residents
another opportunity to resolve issues and track
progress.

What’s next:
We’re working with the Palmer Estate community

to support the TRA and new Management Committee
in organising more community events at the

Calcott Centre.

2024/25 2025/26

How residents feel

Proportion of
respondents living in

the neighbourhood
which includes Palmer
Estate who are satisfied
that Peabody listens to
residents’ views and acts
on them.

Engagement in Action:
Chelsea and Wellington TRA

Residents at the Chelsea and Wellington estate in
Kensington and Chelsea wanted a stronger, more
organised voice to represent their community and
work with us on long-standing local issues, including
the future of the estate’s lease.

In response, we supported the re-establishment of
the Tenant and Resident Association (TRA), creating

a more structured way for residents to raise concerns,
including through a successful Annual General
Meeting.

We also helped them to create a dedicated space in
the caretaker’s office for the TRA, so they now have
a visible, accessible base to bring residents together.

The TRA plays a vital role in bringing residents
together, representing residents’ interests on the
estate’s lease while leading community schemes
such as a Courtyard Party, a Phone Box Library,
and mindful painting and art sessions that promote
wellbeing.

Regaining our recognised TRA status following
our successful AGM, the hard work and
commitment of the committee, clearing the
caretaker’s office to create a more welcoming
and visible community space and continuing to
strengthen our relationship and communication
with Peabody have all been significant
achievements and I know we can do more.

Samia, Chair of Chelsea & Wellington Tenant
& Resident Association
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Engagement in Action: Local
Repairs Days in South London

Last year we said we’d hold more local drop-ins
and events. Residents in South London told us they
wanted faster action on repairs, more opportunities
to raise issues directly with the right feams and
clearer information about how repairs are reported
and managed.

In response, we held a series of local Repairs

Days, bringing together colleagues from repairs,
neighbourhoods and other services in local
communities. The days provide residents with easier
access to repairs reporting, on the day repairs, welfare
support and face to face engagement with our teams.

This resulted in:
* repairs being identified and investigated on the day,
with many completed immediately

+ follow-on work being arranged quickly where further
action was needed

* residents getting clear information about next steps
and how repairs are managed

» feams reaching residents who hadn’t previously
engaged, including completing outstanding checks

At Peabody Hill in Lambeth, residents were invited

to raise repair concerns ahead of a Repairs Day.
During the February 2026 event, 28 repairs were
reported. Issues were investigated on the day, with
repairs completed where possible and follow-on work
arranged where needed.

At Parkside Community Centre in Lewisham the
following month, local teams carried out electrical
safety checks, approaching residents who hadn’t
responded to previous contact and spoke directly with
around 15 residents about repair concerns.

What’s next:
We’re holding a second Repairs Day each month from
summer 2026.

Resident Impact Report 2025-26

How residents feel
Proportion of South 62.2% 62.2%
London tenants who’ve

had a repair in the last

12 months and are

satisfied with the overall

repairs service

When I came out to tell you about my
broken window, I thought I'd need to
make an appointment for you to come
and have a look at it and that it would
take ages. I didn’t think for a minute that
someone would be in my flat straight
away with tools and fixing it there and
then. Thank you!

Resident, Lambeth
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Engagement in Action:
Evening drop-in sessions
in Hertfordshire

Residents in North Counties told us they wanted more
flexible opportunities to engage with us, particularly
outside normal working hours, as daytime sessions
were difficult to attend.

In response, we introduced evening drop-in
sessions in Hertfordshire, attended by colleagues
from neighbourhoods, repairs and service charges.
As a result:

» residents could attend at times that better
suited them

* more residents took part, including those less likely
to engage with us

* issues relating to repairs, parking and local services
were raised and dealt with quickly

What’s next: We’re responding to feedback by trialling
more evening and online drop-in sessions.

How residents feel 2024/25 2025/26

Proportion of 41% 57.4%
respondents living in
the neighbourhood

which includes Hitchen
who are satisfied that
Peabody listens to
residents’ views and acts
on them.

I genuinely believe that a great deal of

the credit for these achievements belongs
to you [our Local Engagement Lead].

Our engagement with Peabody would not
have been as successful if it were not for your
ongoing support, kindness and positivity.
Your encouragement and willingness to
work alongside us have played a huge part
in helping us rebuild confidence, strengthen
communication and move forward as

a recognised TRA once again.

Tenant & Resident Association Chair,
North West London

Resident Impact Report 2025-26

Looking ahead

We’ve launched our Resident Engagement Strategy 2025 - 2028, setting
out how we’ll continue to strengthen resident engagement across Peabody.

we’ll focus on:

creating more opportunities strengthening our visible local

@ to get involved through a mix LCQP' approach, with more frequent
o

ﬁ of local, online and in-person neighbourhood conversations
engagement and drop-in sessions

building a culture where

— providing clearer feedback @ all teams use feedbac.k
— on what’s changed because O from surveys, c.:omplcup'rs
o and everyday interactions
to improve services

of resident input

You can read the Resident Engagement Strategy here:
www.peabody.org.uk/your-community/resident-involvement

Get involved

Nobody knows our homes and communities better than you. If you’re a Peabody resident, we’d love
to hear your views on how we can improve our services.

Join Peabody Voice, our growing community of more than 500 residents. Sign up to receive our monthly
Get Involved newsletter and regular invitations to shape the services that matter to you, including:

L 15

Local events Surveys Online and Tenant and
and drop-in in-person Resident
workshops Associations

Regional Scrutiny
Forums Bank and
Panels surgeries

Sign up here: www.peabody.org.uk/your-community/resident-involvement/peabody-voice

Resident Impact Report 2025-26



3% Peabody

45 Westminster Bridge Road
London SE1 7JB

Tel: 0300 123 3456
peabody.org.uk






