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We have 8,200 homes. All rented below market rent with 74% rented at c40% below market. 
72% of the people we housed in 2021/2 are struggling, claiming benefits.



Headlines 2022



Overall Customer 
Satisfaction; 4.3 out of 
5

Achieving arrears of 
2.17% (sector average 
of 3.1)

Responsive repairs 
service: Improving 
satisfaction rating at 4.34 
out of 5.

Complaints 357 (down), 
Compliments 436

Launched new 
communities offer: 
reshaped team to 
better support our 
residents, particularly 
those in financial 
hardship. 

This included new team 
dedicated to providing 
intensive housing 
management support 
and a new fuel poverty 
role.

75% of our homes 
already meet 
EPC band C.  

Taking a ‘fabric first’ 
approach, prioritising 
homes to benefit 
households most at risk 
from fuel poverty.

Delivered 148 new 
homes and have 389 in 
construction

Investor in People ‘Gold’ 
Reconfirmed

Finalist at UK Housing 
Awards for development 

Faversham

Winner at Kent Housing 
Group awards
- excellence in 

development and 
regeneration 

- Julie Terry, Housing 
Professional of year.



Communities Offer: success measures



Damp and Mould – our proactive approach to support Residents

From Summer 2022:
Cost of Living concerns- ability to heat homes will impact likelihood damp, mould. 
Identified all properties that could be at high risk. Surveyor visits, Green Doctor advice. 
Dedicated role. Key measure tracked by Board.
 
From December 2022:
v Damp & Mould Information – in all communications ‘contact us if you have an issue’
v Ease of reporting – new on line form and dedicated e-mail address  
v Advice & Guidance – Update documentation on website and leaflets for staff to share with residents. 
v Campaigns – Continue to gain trust and confidence 
v Damp & Mould Policy/Process – Consult with resident's scrutiny panel and input learning from real 

cases
v Where problems found, supply monitors so residents can be aware of humidity
v Joined up working with tenancy support- early signs, referrals process working well
v Review the use of dehumidifiers and other solutions such as window stickers



Strategic Partnership Agreement 2020-2023

Our Partnership 
working

objectives

Strengthening 
resiliance of local 
communities and 

sustaining 
tenancies

Develop 
solutions to 

reduce no empty 
homes, options 

reduce 
homelessness

Work in 
partnership to 

maximise social 
housing (white 

paper and 
planning)

Pilot: High street 
regen- 

conversion office 
to resi

Pilot: retro fit as 
case study

Joint approach 
for ‘Homes fit for 
purpose’ for age 
needs and adaps

SDC Housing Strategy

Excellent joint work: regen- 
providing new homes, 1x tailored 
adaption Pear Tree Close

Explored Swanley: Moultain Hill: 
retrofit review of estate.

Assessing all our portfolio to 
identify priorites for next grant 
round.

Covid response/ Cost Living crisis

Swanley pilot :pride in Neighbourhood 
New Communities hub approach 
Innovative fuel poverty officer role

WK: remodel Vine Court
SDC: support services

Homelessness risk:
New model: early intervention
Also support offer for all new 
vulnerable tenants

We deliver 100% affordable 
housing

Heath Close- remodel, 
maximise social housing 
ambition

Delivering on our common 
ambition for;

– Tackling homelessness and 
temporary accommodation 

– Providing new homes for 
vulnerable / low-income groups 

– Pathways from social and 
affordable rent into home 
ownership. 



Vision for a Partnership Approach for new homes in 2021- 
progress

If so; site sequencing potential
Scope; for 400-500 new homes over 5-8 years

SDC strategic decision:
Seek to maximise social value potential?

WK bid 
unsuccessful

SDC planning 
rejected


