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The Sustainability
Reporting Standaro

The Sustainability Reporting Standard (SRS) is a voluntary reporting framework for housing
associations that covers a range of environmental, social and governance considerations,
such as affordability, safety standards and zero-carbon targets. The criteria are aligned to
international frameworks and standards.

Reporting in this way is designed to make it easier for residents, lenders, investors and others to assess

the performance of housing providers and identify risks and opportunities to support positive social and
environmental outcomes, including through responsible investment. It enables bpha to report in a transparent,
consistent, and comparable way across the 12 core SRS themes covering 48 criteria.

12 Themes of the SRS

* Climate change * Resident support
* Ecology/Natural environment * Placemaking
* Resource management * Structure and governance
« Affordability and security * Board and trustees
* Building safety and quality * Staff wellbeing
s L e + Resident voice « Supply chain management.
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Welcome
from Chair

| am proud to introduce bpha’s annual
report of progress against the Sustainability
Reporting Standard for Social Housing (SRS)
for 2025.

This report demonstrates bpha’s continued commitment
to delivering quality homes and connected communities
while advancing our environmental, social and governance
responsibilities across the region.

The past year has reinforced the vital importance of our
work. As we serve communities across an area home to
around four million people, our role in providing genuinely
affordable housing becomes ever more critical. Rising
living costs continue to challenge household budgets,

yet our homes remain significantly more accessible than
private sector alternatives, with rents averaging just 54.54%
of median private rental rates.

Building sustainable communities for the future

Our environmental progress this year has been promising.
We have achieved 9119% of existing homes at EPC Band C
or above, a marked improvement that keeps us on track to
meet our 2030 target of all homes reaching this standard.
This is particularly significant given that we completed
extensive retrofit programmes, investing £49 million in
maintaining and improving existing homes while generating
60,000 kwWh of annual renewable energy capacity.

The completion of our flagship Fen Drayton development
in March underlines our commitment to environmental
stewardship. All 14 homes achieved EPC Band A performance
while delivering more than 10% biodiversity net gain, the site
demonstrating that affordable housing and sustainability
can work hand in hand. Meanwhile, the successful completion
of Bury Court within our Vista regeneration programme,

showed how a comprehensive retrofit can help
transform living environments while achieving ambitious
sustainability standards.

Strengthening social impact and
customer focus

Our new Customer Strategy sets out a clear and
comprehensive route to continually improving our customer
services. Our Tenant Satisfaction Measures improved,

or were consistent, in 23 of our 24 scores, and we have
set stretch targets for future years. We have significantly
expanded our customer engagement infrastructure, with
nearly 100 customers applying for our new Customer
Service Improvement Panel. This customer-led scrutiny
group works directly with our Customer Experience
Committee to review processes and provide input to the
Board to ensure resident voices remain central to our
decision-making.

Our support for residents facing financial challenges
remains comprehensive. The Money Advice Team
received 1,898 referrals during the past year and helped
customers claim over £1 million in benefits while providing
£410,000 in direct support through our Rent Allowance
Fund. As economic pressures persist, this work becomes
increasingly vital in helping people sustain their tenancies
and maintain financial stability.

Building safety continues to be a top priority, with 100%
compliance achieved across gas safety checks, fire risk
assessments, asbestos management and water safety
measures. We completed nearly 3500 home inspections and
invested over £20 million in component replacements, with
99.99% of homes achieving the Decent Homes Standard.

Governance foundations for sustainable growth

Strong governance underpins all our activities. We maintain
the highest regulatory ratings with G1 governance and V1
financial viability from the Regulator of Social Housing,
alongside an A+ (stable) credit rating from S&P. These
ratings reflect stakeholder confidence in our ability to deliver
on long-term commitments while managing risk effectively.

The successful leadership transitions this year, including
my appointment alongside new Board members Rachel
Barber and Robert Clark, demonstrate our structured
approach to succession planning. Our Board is now more
diverse, with 38% women, 25% fromm BAME backgrounds
and 12.5% with disabilities, while maintaining the expertise
needed to guide our strategic direction.

Our colleagues remain our greatest asset. Achieving Great
Place to Work certification for the fourth consecutive

year, despite significant workforce expansion through our
In House Maintenance Service, reflects our commitment

to employee wellbeing. The launch of our comprehensive
Well@Wwork plan and MYNDUP wellbeing platform provides
holistic support across mental, physical, social and
financial dimensions.

Looking ahead with confidence

As we look toward the future, our partnership with the Hill
Group, through the Progress Investment Partnership, will
accelerate delivery of more than 1,000 sustainable homes
across our operating areas. Meanwhile, our continued
collaboration with Bedford Borough Council on the
Greyfriars regeneration project will create around 450
modern homes alongside community and commercial
spaces in Bedford town centre.

Our commitment to net zero by 2050 remains unwavering
and is supported by a comprehensive Environment
Strategy and continued investment in retrofit programmes.
The lessons learned from developments like Fen Drayton
and major regeneration programmes like Vista provide
proven templates for creating quality homes for residents
while actively contributing to environmental goals.

From our dedicated colleagues and engaged customers
to our community partners and stakeholders, everyone
plays a vital role in creating the sustainable future we are
working towards together.

Je & Halliwell

Chair, bpha Board

bpha Sustainability Report

6



Sarah, bpha colleague

-Nnvironmental

The transition to net zero across the UK’s residential sector remains critical for achieving
national climate goals. With buildings responsible for around a quarter of domestic greenhouse
gas emissions, bpha recognises its important contribution to creating sustainable communities
and reducing environmental impact across our portfolio of over 20,000 homes.

Once again, we have seen throughout this reporting period
continued extreme weather patterns, including the warmest
and sixth wettest spring on record in 2024, followed by

the driest spring in over a century in 2025. These events
underscore the growing urgency of adaptation measures
and the importance of ensuring our housing stock is
resilient and prepared for an increasingly volatile climate.

Qur actions are guided by our five-year Environment
Strategy, which was signed in December 2023 and focuses
on several priority areas such as EPC ratings, biodiversity
and water management. The strategy continues to evolve
as we learn from our projects and respond to emerging
environmental challenges.

: =
Fen Drayton, Cambridgeshire

Summary

This chapter demonstrates bpha’s environmental progress
over the past year and highlights our activities around
climate action, ecological stewardship and responsible
resource management. Specifically, it presents energy
performance improvements, greenhouse gas emissions
data and biodiversity enhancement, alongside our
ongoing initiatives to more sustainably manage water,
waste and resources.
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Climate change

This theme examines our work to tackle climate change
across multiple fronts. Specifically, we outline our efforts
to improve energy performance in both existing and new
homes, present our latest greenhouse gas emissions data,
and detail how we support customers in reducing their
environmental impact. The section also covers our climate
adaptation measures, including steps to protect properties
and residents from overheating and flooding risks.

ESG themes covered:

* C1 Distribution of EPC ratings of existing homes

* C2 Distribution of EPC ratings of new homes

» C3 Net zero target and strategy

* C4 Retrofit activities

* C5 Greenhouse gases

* C6 Climate risk mitigation

Transforming the energy efficiency of our existing housing

stock remains fundamental to achieving our environmental
objectives and supporting residents with lower energy bills.

Research consistently shows that existing homes account
for the largest share of built environment emissions,

with approximately 80% of 2050’s buildings already
constructed. This makes retrofitting and upgrading our
current properties essential for meeting the UK’s net zero
commitments by mid-century.

On track to achieve our 2030 EPC target

We have made significant progress in improving the
energy performance across our entire portfolio during
2024/25. Our existing homes now achieve 91.2% at EPC
Band C or above, which is a marked improvement from
89% in the previous year. This represents 12,354 homes
meeting our target standard.

Only 1194 homes (8.8%) now remain below Band C,
compared to 11.0% the previous year, as we continue to
progress towards our 2030 target of all homes achieving
Band C or above. The EPC distribution shows particular
strength in the middle ranges, with 59.6% of existing homes
achieving Band C (up from 57.9%) and 31.1% achieving
Band B. Meanwhile, the overall SAP rating across our
existing portfolio increased to 76, up from 75.74 in 2024.

All new homes completed during 2024/25 achieved

EPC Band C or above. The 151 homes delivered showed
impressive performance, with 89% achieving Band B and
7% reaching Band A standard. At our flagship Fen Drayton
development, all 14 homes achieved Band A performance
through a combination of enhanced thermal efficiency
measures, solar photovoltaic panels and air source heat
pumps. The average SAP rating for new builds increased
to 86, up from 84 in the previous year.

Stepping up retrofit activities

During 2024/25, bpha invested £49 million in maintaining and
improving existing homes, delivering retrofit programmes
that generated 60,000 kwh of annual renewable energy and
achieved 50 tonnes of annual carbon emission reductions.
We also completed 78 full retrofit assessments which are
providing detailed roadmaps for further improvements.

Key retrofit activities included extensive insulation
programmes covering external walls, cavities, lofts

and room-in-roof spaces, alongside window and door
replacements, smart heating controls and ventilation
strategies designed to address damp and mould issues.
Solar photovoltaic installations and battery storage
systems were deployed across multiple properties to
boost renewable energy generation capacity.

The Vista regeneration programme progressed significantly
with the completion of Bury Court, the second high-rise block
to undergo comprehensive energy efficiency upgrades.
The extensive project refurbished all 90 flats in the block

- 16 leasehold properties and the remainder general needs
homes - with works starting in December 2022 and
completing in May 2025.

8NN
NRNAR
8 RNe™

Case study
A new Vista milestone at Bury Court

More than two years in the making, bpha has successfully
concluded a major suite of renovation works at Bury Court.

The project delivered EPC Band C performance through
a comprehensive external envelope upgrade, including

a new rainscreen cladding system. All elevations received
150mm insulation as part of this system, while new
aluminium-framed double-glazed windows replaced the
original plastic units, providing a lifespan of over 40 years.

Existing open balconies were transformed into year-round
‘winter garden’ spaces through new retractable glazed
enclosures, while the 35+ year old roof was completely
renewed with improved insulation to ensure top floor

flats achieved the required EPC ratings. New dedicated

ventilation units were installed in each apartment and are
designed to run continuously to maintain optimal humidity
levels when used alongside storage heating systems.

Safety and security improvements include a comprehensive
sprinkler system retrofitted to all flats and communal areas,
new fire alarm systems throughout, and motion-sensitive
LED lighting in all common areas. The project also delivered
new electric vehicle charging points to front and rear parking
areas, CCTV coverage for interior and exterior areas, a new
access control system and high-security doors at ground
floor entrances.

Work to upgrade the Bury Court high-rise block culminated
in a celebration event held with residents in June 2025.
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Case study
Upgrading smarter: helping residents live more
efficiently while boosting EPC performance

Technology is helping residents get the most from their
homes while supporting bpha’s goal to upgrade properties
through the EPC bands.

Smart systems now make homes easier to manage with
minimal effort from residents. Building management
systems connect all communal boiler installations, providing
real-time data that enables predictive maintenance and
keeps heating running smoothly. Through 2024/25, we
installed 869 remote diagnostic controls on individual
boilers - this enables immediate fault detection and faster
engineer response times, which helps to reduce downtime
and improve resident satisfaction.

Meanwhile, environmental sensors in properties with severe
damp and mould issues monitor thermal performance,
humidity and ventilation continuously. This data helps us
intervene early and prevent problems before they impact
residents, while building our understanding of how different
retrofit measures perform in real conditions.

Aico smart detection systems across our portfolio ensure
safety monitoring while providing valuable insights into
building performance. In addition, smart heating controls
help to optimise energy use based on occupancy patterns
and weather conditions.

We continue to expand this smart retrofit work across our
regeneration programmes to ensure that every upgrade
delivers both improved living conditions and better
environmental performance. The data collected builds
our evidence base for future investment decisions and
helps refine our retrofit strategies.

a
=

Greenhouse gas emissions

bpha’s greenhouse gas emissions data is calculated
by SHIFT Environment, a third-party environmental
consultant, using the government’s Streamlined Energy
and Carbon Reporting (SECR) methodology.

The data is taken from a variety of sources, including our
asset management database, energy suppliers, payroll
system and office utility information provided by our head
office landlord.

Total emissions for 2024/25 were 38,872,400 kg CO2e
compared to 39,423,020 kg in the previous year. On

a per-home basis, this equates to 2,816 kg CO2e per
home compared to 2,880 kg CO2e in 2024.

Scope 1Temissions (direct combustion) totalled 3,033,970 kg
CO2e, Scope 2 (purchased electricity) reached 922,510 kg
CO2e, and Scope 3 (other indirect emissions) accounted
for 34,915,920 kg CO2e. Looking ahead, we continue to work
towards building a more complete and accurate picture

of Scope 3 emissions.

Mitigating climate risks

Protecting homes and residents from risks such as extreme
heat and flooding remains a strategic priority.

Currently, 92% of bpha properties maintain low risk

of overheating. Flood risk management continues to be
well-controlled, flooding risks from both rivers and seas
and surface water are monitored annually.

For properties identified at a higher risk, we provide residents
with targeted guidance on mitigation strategies.

. A\belj't and EHO,




Ecology

Our ecology initiatives focus on creating greener, healthier
communities through biodiversity enhancement, habitat
creation and sustainable landscape management.

These efforts benefit both our residents and the broader
environmental health of the areas where we operate.

ESG themes covered:
» C7 Green space and biodiversity

+ C8 Strategy to manage pollutants

Although much of bpha’s portfolio is situated in urban
environments with constrained green space, we actively
champion the crucial role that natural environments play
in creating thriving communities and supporting resident
wellbeing. Our Environment Strategy includes specific
commitments to protect and enhance green spaces while
increasing biodiversity across our developments.

The Fen Drayton development showcases our biodiversity
commitments, with ecological assessments confirming the
site delivers significantly more than the 10% biodiversity net
gain statutory requirements. This achievement demonstrates
how thoughtful development can enhance rather than
diminish local ecosystems by incorporating extensive
native planting schemes, purpose-built wildlife habitats and
hedgehog-friendly measures throughout the site design.
Carefully designed external lighting minimises light pollution
to protect nocturnal wildlife, while the landscaping work
included the creation of community orchards and installation
of sustainable drainage systems that manage surface water.

Our Community Engagement Team continues to promote
biodiversity enhancement through tree planting initiatives
and garden clearance programmes, working with local
community groups to make outdoor areas more accessible
and wildlife friendly. We recognise that residents are central
to successful environmental stewardship and actively
engage with communities to ensure they influence decisions
about green spaces in their neighbourhoods.

We are building a detailed approach to green space
management, working closely with grounds maintenance

contractors to deliver measurable biodiversity improvements.

The learning from Fen Drayton will inform the development
of a broader strategy for green spaces across our portfolio.

While we are developing a formal strategy to manage
pollutants, we actively implement measures to minimise
environmental impact through our operations. This
includes careful management of construction waste,
responsible use of materials and coordination with
contractors to reduce air and noise pollution during
development and maintenance activities. Our grounds
maintenance prioritises sustainable practices through
reduced chemical usage where possible and the selection
of native plant species that support local wildlife.
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Case study
Completing at Fen Drayton, Cootes Lane

In March 2025, we welcomed the first residents to our
transformational Fen Drayton development. This marks
the completion of a project that sets new standards for
sustainable affordable housing while demonstrating how
development can actively enhance local biodiversity.

The development originated from a 2017 Housing Needs
Survey commissioned by Fen Drayton Parish Council
and sponsored by bpha, which identified clear demand
for affordable homes in the village. Our response went
beyond simply meeting housing need - we created a site
that actively enhances the local environment and provides
a template for future sustainable projects.

All 14 homes achieve EPC Level A performance through
advanced building fabric, solar photovoltaic systems

and air source heat pumps. The development’s energy
efficiency measures ensure residents benefit from minimal
energy costs while contributing to carbon reduction goals.

Community-enhancing features include grassland areas
and community orchards that provide shared green space
for residents and the wider village, complemented by
extensive tree and hedge planting that increases green
infrastructure beyond individual gardens. Sustainable
drainage systems manage surface water while creating
additional habitat areas.

Fen Drayton represents a significant achievement

in demonstrating that environmental excellence and
affordability can work together, creating homes that residents
love while actively contributing to local ecological health.

The project provides a proven template that will inform our
approach to future developments across our programme.

ehog run at Fen Drayton
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Resource management

This theme examines our work on managing materials,
waste and water resources responsibly. Through
partnerships and innovative technologies, we demonstrate
how bpha seeks to minimise environmental impact while
maintaining high service standards.

ESG themes covered:
* C9 Strategy for using responsibly sourced materials
* C10 Strategy for waste management

» C11 Strategy for water management

Optimising resource use across our operations and housing
portfolio is an ongoing priority which will support bpha in its
sustainability and service enhancement journey.

Helping our residents cut water consumption

Woater efficiency forms a major focus of our Environment
Strategy, with clear targets to reduce consumption across
the bpha portfolio. Current consumption averages 136 litres per
person per day, which we are working to reduce towards the
Environment Agency’s recommmended efficiency target

of 130 litres per person per day by 2030.

Our water management activities include an ongoing
bathroom replacement programme installing water-
efficient fixtures and fittings. We continue working with water
companies to install water meters, which have been shown
to help residents cut down on usage through increased
awareness of consumption patterns. For new builds, we
maintain an ambitious consumption target of 110 litres per
person per day, substantially below the water industry’s
broader target of 123 litres per person per day by 2045.

As part of our commitment to reducing energy consumption
and enhancing sustainability, we are trialling new technologies
to improve hot water delivery. These systems are designed to
respond more effectively to usage needs, helping to minimise
waste and optimise performance. The technologies under
review offer potential benefits in terms of both environmental
performance and operational efficiency. We continue to
assess a variety of solutions to understand how they perform
in real-world settings, and we remain committed to identifying
options that support both environmental goals and the needs
of our customers.

Increasing our control over material use
and waste

Since bringing maintenance and repair work in-house,

bpha exercises greater control over resource management
and waste streams. Our partnership with Travis Perkins
provides enhanced supply chain visibility and enables us
to divert 98% of construction and maintenance waste from
landfill through its comprehensive recycling and recovery
programmes.

We continue to work with a dedicated waste contractor
to divert waste generated at our offices from landfill and
support circular economy practices. In addition, we measure
waste generated by our In House Maintenance Team to
improve our understanding and management of operational
waste streams.

The Travis Perkins collaboration extends beyond waste
management to encompass broader sustainability
considerations. Enhanced supply chain visibility enables
us to track the environmental credentials of materials
and identify opportunities for improvement in sourcing
decisions. We consider sustainability requirements in the
pre-procurement stage, consulting with key stakeholders,
the supply market and customers to understand what
sustainability might look like for each contract.

The increased control achieved through our In House
Maintenance service will allow us to impart more
sustainable practices in our day-to-day operations.
Our teams can prioritise repair and refurbishment over
replacement where appropriate, thereby extending
asset lifecycles and reducing waste generation.

Where we do make use of external partners, we are
implementing environmental vetting within procurement
processes, working with suppliers to establish key
environmental metrics that can be monitored and
targeted annually.

Looking ahead, bpha will continue to develop formal
strategies for responsibly sourced materials and waste
management that align with our Environmental Strategu.
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Social

bpha exists to provide good quality homes as
a secure foundation for local people to help
build their lives.

Qur role in creating strong communities extends well beyond
the physical provision of housing. As economic pressures and
cost-of-living challenges continue to impact our customers’
daily lives, we remain focused on understanding and
responding to the evolving needs of our communities - this
will ensure we provide the right support at the right time.

Summary

The Social chapter of this Sustainability Report details
bpha's commitment to creating genuinely affordable,
safe and sustainable homes while building the community
infrastructure that enables people to thrive. It evidences
our comprehensive approach to supporting customers’
financial security, physical wellbeing and social connections
- combined, these activities help to strengthen the
communities where we operate.

Affordability and security

This section examines how bpha fulfils its commitment
to provide affordable housing within our communities.
We evaluate our performance against key metrics that
measure the accessibility and sustainability of our homes
and outline our strategies to ensure residents can live
comfortably and securely in their homes.

ESG themes covered:

* C12 Affordability metrics

* C13 Tenure of existing homes

* C14 Tenure of new homes

* C15 Energy affordability

* C16 Security of tenure

Serving communities across a region that's home to
approximately four million people, bpha works to address

the fundamental challenge of housing affordability in areas
experiencing significant growth and development pressure.

With ongoing cost of living pressures still affecting
household budgets, the role of genuinely affordable housing
continues to be critical for maintaining stable communities.
Our role is to ensure that local people can access quality
homes and are not priced out of their area.

Keeping homes within reach

We track affordability against two key metrics that
demonstrate our commitment to providing genuinely
affordable housing:

* Rent compared to Local Housing Allowance (LHA) rent:
69.38% (improved from 72.43% in 2024)

* Rent compared to median private rental sector (PRS):
54.54% (improved from 5547% in 2024).

Both metrics show positive movement and reflect a balanced
approach to rent setting. The improvement was achieved
despite applying the government’s 7.7% rent increase
formula, as LHA rates increased back to the 30th percentile
in April 2024. This shows that our homes remain significantly
more affordable than private sector alternatives, all while
supporting the financial sustainability bpha needs for
continued investment in new and existing homes.

During the year, we let for the first time or re-let 284
affordable rented units at either 80% market rent or LHA
rates, with 451 social rented properties let at formula rent
levels and 138 supported and Independent Living properties
also let at formula rent.

Our housing portfolio has grown to 20,156 homes, up from
19,987 in 2024. This reflects a diversified tenure mix that
responds to varying housing needs across our operating
areas. The proportion of affordable rent properties has
increased to 62% (up from 61%), which underlines our
continued commitment to expanding housing options
for those who need them most.

During 2024/25, we completed 233 new homes, with

the majority focused on affordable housing provision.
Affordable rent properties comprised 511% of new
completions at 119 homes, with low-cost home ownership
representing 36.9% at 86 homes and general needs social
rent accounting for 12.0% at 28 homes. This distribution
reflects current housing need priorities and our strategic
focus on delivering homes that bridge the gap between
social rent and market housing. We also disposed of 92
homes and acquired six properties during the year.

bpha Sustainability Report 18
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Supporting financial resilience

Our customers face multiple cost of living pressures, from
rising food and transport costs to increased utility bills and
other household expenses. We received 1,898 referrals for
customer support via our Money Advice service during
the year, which highlights the ongoing financial challenges
customers face.

Energy costs represent one of the most significant of
these pressures on household budgets. In response, bpha
continues to take several steps. Where we provide heat
and electricity in communal areas or blocks with central
plant rooms, energy is procured through our utilities broker
EIC, which secures the best available market rates. We fix
costs in advance with executive team oversight to provide
price certainty and pass on competitive rates to customers.

Meanwhile, our heat network operates on a non-profit basis,

and we continue consulting with leaseholders on longer-

term energy deals to provide maximum benefit to residents.

For customers in properties with EPC ratings below Band C,
we have allocated annual budget in our business plan to
improve energy efficiency and help reduce heating bills.

Around 8% of our buildings are currently below EPC Band C,

and we are committed to bringing all properties up to Band C
by 2030.

Providing security and stability

As part of our Tenancy Strategy, we aim to provide assured
tenancies to most of our tenants. Exceptions are limited

to some supported housing schemes and homes where
redevelopment or demolition is planned. While we use
starter tenancies, the vast majority are confirmed, and we
maintain an appeal process for cases where we consider
ending a tenancy earlier.

We operate a comprehensive Tenancy Sustainment service
for customers whose tenancies are at risk of failure. Our
recently reviewed eviction process means we only end
tenancies when all other methods for sustaining the
tenancy have been exhausted. An eviction panel is being
established to review cases prior to eviction proceedings
- this will ensure all possible engagement has taken place
both internally and with external agencies. During 2024/25,
there were 46 evictions across our portfolio,

with 10 related to anti-social behaviour, leaving arrears

of £25115, and 36 for rent arrears totalling £177,752, excluding
court, void and dilapidation charges.

Meanwhile, our Complex Case Team provides intensive
support to customers facing numerous challenges to help
them maintain their tenancy or find alternative housing
more appropriate to their needs.

The role of Tenancy Sustainment Officers

Our Tenancy Sustainment Officers work with customers
whose tenancies are at risk to provide intensive,
personalised housing related support to help people
stay in their homes.

Tenancy Sustainment Officers take time to build trust

and understand each customer’s unique circumstances,
working at their pace to identify practical solutions. They
record risks to tenancy such as trauma, ability to live
independently and mental health challenges, and use this
understanding to create comprehensive support plans.

Their work can involve connecting customers with
counselling and medical support, identifying benefits they
may be entitled to claim and arranging managed moves
when someone’s current home is no longer suitable for
their needs. The focus is always on helping customers
regain control of their lives and their living situation.
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Building safety and quality

This theme addresses our building safety and quality
obligations to customers and covers three essential areas:
gas, fire and electrical safety; managing damp and mould
risk; and compliance with the Decent Homes Standard.

ESG themes covered:

» C17 Gas safety, fire risk assessments and electrical safety
* C18 Decent Homes Standard

* C19 Damp and mould risk

Maintaining building safety is a top priority and we are
committed to ensuring that all necessary checks are
completed on time. Our safety programme covers key areas
including gas checks, fire safety, asbestos management,
water safety and lift maintenance, all of which contribute
to ensuring that bpha provides a safe home.

We achieved compliance across all key safety areas during
2024/25:

* Gas safety checks: 100% (15,252 inspections undertaken)
* Fire risk assessments: 100% (334 assessments completed)

* Electrical safety checks: 99.98% (3,275 domestic
inspections)

*» Asbestos management: 100%
* Legionella risk assessments: 100%

* Communal lift safety checks: 100%

This underscores our commitment to customer safety
and investment in robust compliance systems. We have
developed Building Safety Cases for our tallest buildings
and introduced specialist software for Safety Case
Reports compliance. In addition, enhanced building
management systems for high-rise blocks and Asprey
mobile software for fire door inspections provide near
real-time reporting capabilities.

Qur investment in sprinklers, fire doors and compliance
software are examples of a proactive approach to building
safety. We continue to work closely with residents through
our Building Safety group, which is made up of residents
from high-rise blocks and staff from compliance, housing
and health and safety teams.

Maintaining quality homes

Almost all (99.99%) of our homes meet the Decent
Homes Standard, with only one home below standard
due to overcrowding.

Maintaining and going beyond the Decent Homes Standard
remains a key priority. During 2024/25, we invested over
£20 million in replacing components across our homes:

* Kitchens: £5.9 million investment, 627 components replaced

* Windows and doors: £3.5 million investment, 1,073
components replaced

* Boilers: £3.2 million investment, 742 components replaced

* External works (including roofing): £2.3 million
investment, 518 components replaced

* Energy efficiency improvements: £1.9 million investment
* Fire safety: £1.6 million investment

* Bathrooms: £1.2 million investment, 184 components
replaced

* Garages: £542,000 investment.

We completed nearly 3500 home inspections over the
past 12 months, with 93% of homes having received a stock
condition survey within the past five years. We plan to
increase this to 95% through 2025/2026 so our condition
data remains current and informs our investment decisions.

We also take a proactive approach to identifying and
addressing damp and mould issues. We have launched

a new triage process to prioritise requests and work with

a dedicated damp and mould team. Their job is to remove
mould from customers” homes quickly and safely, as well
as apply finishes to reduce the likelihood of recurrence.
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Resident voice

This section demonstrates how we engage with customers
and enable them to influence our services and decision-
making processes.

ESG themes covered:
* C20 Resident satisfaction
» C21 Resident involvement in scrutingy and governance

» C22 Complaints upheld by Ombudsman

Customer feedback is central to service improvement as it
helps us to understand what we're doing well and identify
areas where we can do better. We collect feedback through
multiple channels, from compliments and complaints to
direct input from our involved customers, surveys and
follow-up questionnaires after service interactions.

Listening and responding to feedback

Our Tenant Satisfaction Measures for 2024/25 demonstrate
positive progress across most areas, with 71.8% of rental
customers and 45.9% of shared ownership customers
satisfied with our overall service.

Key satisfaction improvements include:

* Treated fairly and with respect: 77.7% (up 3.6% since
2023/24)

« Overall repairs satisfaction: 69.5% (up 3.5% since 2023/24)
» Home is well maintained: 70.8% (up 0.7% since 2023/24)
* Home is safe: 76.9% (up 14% since 2023/24)

* Keeping tenants informed: 67.7% (up 3.3% since 2023/24)

For shared ownership customers, we see improvements
in most areas, with notable increases in keeping tenants
informed at 61.3%, up 5.3%, and treated fairly and with
respect at 65.4%, up 2.2%. Areas requiring continued focus
include listening to views and acting on them (at 56.3% for
rental customers and 36.3% for shared ownership), and
complaints handling (at 40.7% for rental customers and
26.8% for shared ownership), though both show modest
improvements from the previous year.

We have significantly expanded our customer engagement
infrastructure during 2024/25, with nearly 100 customers
applying for our new Customer Service Improvement Panel.
This customer-led scrutiny group works directly with our
Customer Experience Committee to review and recommend
changes to services and our processes and provide direct
input to the Board.

The Customer Service Improvement Panel has already
undertaken detailed reviews of key drivers to customer
satisfaction by conducting deep dives into areas of concern
such as repair responsibilities. Their recommendations have
led to practical changes, including modifications to how our
In House Maintenance Team operates, with a new small
works team supporting larger multi-visit jobs to reduce
waiting times.

Donovan, bpha colleague

Case study

Going digital

Based on extensive customer feedback, we have
transformed our digital customer services by developing new
online repairs booking systems, real-time information access
and improved accessibility features. The customer portal
development has been driven by customer input, with regular
feedback sessions informing each stage of enhancement.

Key improvements include streamlined repair reporting,
better communication channels, and self-service options
that put customers in control of their interactions with us.
These changes are expected to contribute to improved
first contact resolution and reduced waiting times for
routine services.

Crucially, while the digital transformation particularly
supports customers who prefer online interaction, we
maintain traditional contact methods for those who need
them. Regular user testing ensures the platform remains
intuitive and accessible for all customer groups.

Royce and Tayler, bpha colleagues

Strengthening accountability and customer involvement

We maintain multiple engagement channels to ensure all
customers can participate in shaping our services including
focus groups and task and finish group. In addition, our
online engagement platform, The Place, provides customers
with multiple ways to feed into different topics and digital
consultations. Our Customer Service Improvement Panel
provides formal scrutiny and direct Board input, while our
Building Safety group brings together high-rise residents
with compliance and housing staff. Customer inspectors
offer valuable service perspective, customers engage in
specific projects such as complaint reviews, and regular
customer committees report directly to the Board with their
findings and recommendations.

We received determination outcomes from the Housing
Ombudsman on ten complaints during 2024/25, compared
to two in the previous year. While this represents an
increase, all recommendations have been implemented and
we have strengthened our complaints handling processes

significantly. We recruited an additional Complaints
Resolution Officer to support meeting timescales and
delivered enhanced training to customer-facing colleagues.
We published a new leaflet with key information about our
complaints process and established a systematic learning
process through our Service Improvement Project Officer.
Meanwhile, our customer complaints group, Resolve, now
analyses our complaint handling and provides direct
improvement feedback.

Our complaints management system ensures that no
complaint can be closed without identifying a learning
outcome, which is shared and monitored across the
organisation. Regular joined-up meetings between the
Complaints Manager, Heads of Service, Service Improvement
Project Officer and Research & Insights Team analyse
complaint trends alongside customer satisfaction scores to
drive continuous improvement.

bpha Sustainability Report 24
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Resident support

This theme examines how bpha contributes to enhancing
customers’ quality of life through diverse support offerings
covering financial guidance, health and wellbeing
assistance and specialist housing services.

ESG themes covered:
» C23 Support services for customers

Supporting our customers through life’s challenges requires
a comprehensive understanding of the diverse pressures
they face, from managing household budgets

to accessing healthcare and maintaining social connections.

Qur support services are designed to be responsive,
accessible and empowering.

Navigating financial challenges

Our Money Advice Team helps our customers manage
and sustain their tenancies through benefit and debt advice
and support. The team also provides training and guidance
to other bpha colleagues, helping housing officers and

customer-facing staff understand Universal Credit processes,

benefit entitlements and when to refer customers for
specialist money advice support.

Over the past year, 1898 referrals were received. The Rent
Allowance Fund provided £410,000 in direct support to 254
households during 2024/25, with £271,748 going to customers
in general needs tenancies. The team’s work also generated
significant relief for customers, helping them claim £1,079,456
in benefits including housing benefit, Universal Credit,
disability benefits and other means-tested support. This
figure includes both lump sum payments and annualised
ongoing benefit awards. Additionally, we identified a further
£230,281 of welfare benefits that customers have been
advised to claim. Of the total benefits secured, £444,034
comes directly to bpha via housing benefit, discretionary
housing payments and the housing element of Universal
Credit, while the remainder improves customers’ financial
resilience and ability to sustain their tenancies.

From April 2025, the Money Advice Team began connecting
with all new bpha customers to provide proactive debt
prevention services.

Money Advice Team in 2024/2025

* £1.08 million in benefits claimed for customers,
including housing benefit, Universal Credit,
disability benefits and Pension Credit

* £410,000 rent allowance fund supporting
254 households

2y, bpha Money Advisers

Supporting our residents’ health and wellbeing

We participate in an innovative Health and Housing
partnership, working with public health teams across
Bedford, Central Bedfordshire, Milton Keynes and partners
Amplius and Peabody.

This shared resource approach helps us to tackle health
inequalities across our area. Key activities include sharing
data to target health hotspots and taking proactive action
on damp and mould issues using combined health and
housing information. The partnership also provides frontline
team training on smoking cessation, gambling awareness
and suicide prevention, while establishing direct referral
pathways that enable customers to access health services.
Social prescribing links support customers who may not
engage directly with us but are comfortable working with
independent agencies.

Currently, bpha co-chairs the Bedford Borough Council
Health, Homes and Built Environment group with the

Head of the combined Public Health. The group focuses

on bringing health services to customers in social and
private rental housing, supporting the collection of health
data to cross reference with housing providers, looking at
temporary accommodation and supported housing options
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Specialist accommodation and care

Independent Living services support around 1500 customers
across our region. It provides accommmodation and care for
over-55s who benefit from social environments that enable
independent living with their own front door, which helps to
prev