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The Coronavirus pandemic has brought 

unprecedented challenges; from restrictions 

to working in people’s homes, staff shortages 

and problems with the supply of materials.  

At times, this has meant it has been difficult  

to deliver the quality service we aspire to.  

You have told us when things have gone 

wrong - through complaints, and general 

customer feedback - and you’ll see that 

reflected here. We’re now working hard to 

target our efforts in the areas that mean the 

most to you, like better communication and 

getting repairs back on track.

What do you think?

Throughout this document, you’ll find links to 

our tenant satisfaction survey. Please tell us 

what you think by following the link and 

answering some questions about your 

experience. Housing providers across the 

country will be asking their tenants similar 

questions and we will be able to compare the 

results to see how we’re doing. 

I really look forward to hearing  

what you have to say.

 

Jon Mallen-Beadle 

Managing Director

As a provider of social and 

affordable housing, we have 

a responsibility to let you 

know how well we’re doing 

when it comes to managing 

and maintaining your home 

and delivering services to 

you. This report shows how 

we’ve performed during  

the past year – where we’ve 

done well and where we 

need to improve. 

Hello

https://mears.eyerys.net/surveys/display/62696243-20bc-45a4-942f-2172ac1f0dd7


Key facts:
 How to get in touch: 

e  Call us on: 033 0678 0277

e   E-mail: mearsliving@mearsgroup.co.uk

e   Report a repair online:  

www.mearsliving.co.uk/living-in- 

your-home/repairs

e   Provide feedback:  

feedback.mearsliving@mearsgroup.co.uk

e   Find out more:  

www.mearsliving.co.uk

e   Have your say: 

Click through to survey

3117 properties  
under Mears Living 

management

50 shared ownership  
properties under  

management

803 properties  
in our Student Life  

portfolio

Where  
we operate 
CLICK TO VIEW MAP
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How we’re working to improve  
people’s lives…



This and other schemes like it, 

are transforming lives by 

allowing people with care 

needs to live independently in  

a supportive community, safe  

in the knowledge that help is on 

hand when they need it.

Mears Living manages a 

number of Extra Care schemes; 

specialist housing for people 

with care needs. Balmoral Place 

is our latest scheme to provide 

such housing, offering 80  

self-contained flats for people 

55 and over with the provision 

of round-the-clock on site care 

for those who need it.

Housing with Care



Mears Living played a key role 

during the early days of the 

pandemic in supporting the 

Government’s effort to house 

all street homeless people.  

Our hostels team worked 

throughout this period to make 

rooms available in our hostels 

and to support people into their 

new living environment.

Housing the street homeless  
during the pandemic

During this time, the team 

supported 740 individuals into 

secure accommodation.



Clayton Court, Mears’ homeless 

accommodation provides a 

temporary home for around 45 

households whilst they wait for 

more permanent housing.

In 2021, Mears Housing 

Management arranged a 

Christmas appeal and we’re 

delighted to announce that after 

many generous donations, 

including large amounts of £100+ 

from our suppliers; Clarke 

Wilmott, Castle Surveyors, and 

Malcolm Harrison, the team 

exceeded their target and raised 

an amazing £1,316.

The gift boxes were delivered to 66 

people at Clayton Court during a 

Christmas coffee morning for tenants. 

The remainder of the money will be 

used on the grounds of Clayton Court 

to create a safe outdoor space for 

children to play in. 

A big thank you to everyone who 

supported us. All the donations will 

really make a difference.

Clayton Court Christmas appeal



How we’re doing



When it comes to completing repairs within 

timescale, our performance overall remained 

good throughout the year, despite the 

challenges. However, we do recognise that 

when repairs did go wrong, the impact was felt 

by individual tenants and some tenants waited 

far too long for their repair to be completed.  

You can read later about how we’ve been 

working to address this.

Who does the repair?

One of our priorities during 2021 has been to 

reduce the reliance on the use of sub-

contractors by employing more multi-skilled 

operatives. This is heading in the right direction 

but is taking longer than we hoped because of 

the national shortage of skilled operatives.

On average it took us 13.8 days  

to carry out a repair.

Over the year, we carried out 

a total of 5688 repairs in 

Mears Living homes:

 Satisfaction with repairs: 

e   Over the year, 61% of tenants were satisfied 

with the repairs service they received.

e   This rose from 32% in February to 75% in 

December peaking at 84% in September.

  Your key areas for 
improvement:

e   Communication about repairs appointments

e   Improving follow-up works process

e   Completing jobs more quickly

Repairs and Maintenance

In house: 

59%

Sub-contractor: 

41% 

Routine: 4894    Emergency: 1383

85% of total repairs were  

completed on time. Routine: 83%  

Emergency: 90%

6919



Your safety is our number 

one concern.

We have an obligation to 

make sure the home you 

live in is safe. This includes 

carrying out vital checks  

on things like your gas 

boiler and electrical 

appliances. You can help 

with this by making sure 

you allow us access 

whenever we need to carry 

out these checks. 

Properties with valid: 

Gas Safety certificate – 99.28%  

(Target 100%) 

LIFT Test – 100% 

Legionella test – 100% 

Fire risk Assessments – 100%

Asbestos surveys – 100%

 You and your neighbours

We received 192 reports of anti-social 

behaviour (ASB) during 2021. An average  

of 16 per month.

We take reports of ASB very seriously and, 

while the majority of cases were resolved 

without involving third parties, we raised 

court proceedings due to ongoing ASB on  

nine occasions.

Safety in your home



Annual rent amount charged: 

£23,183,645.66

98% of rent collected:         

£22,606,987.95

2% arrears built up (in 2021):  

£576,657.71

Total rent arrears at 31.12.21: 

£1,738,502.99

It’s crucial that we collect all 

the rent that is owed to us 

so that we can continue to 

deliver services and provide 

homes to those who need 

them. 

If you’re struggling to pay 

your rent, get in touch  

with us as soon as possible 

so we can help and  

signpost you to specialist 

services that can assist 

further.

Rent collection



Did you know? The quickest and easiest way 
to log a (non-emergency) repair is online? Go to our 

website at mearsliving.co.uk 
and click on Report a repair.

  What people called  
us about

 Approximately:

e 37% called about a new repair

e 56% called to chase an existing repair

e 4% were to discuss rent

e 2% were general tenancy queries

 We answered 87% within  

40 seconds, exceeding our  

target of 70%

During the year, our customer 

service centre across our day 

time and out of hours operation 

took 22,748 calls from tenants. 

Our estimate is that 

approximately 7.5%  

of all repairs were 

logged by customers 

online in 2021.

22,748
calls

Serving our customers

We aim to visit our tenants in their homes on a 

regular basis. This helps us to get to know you 

and keep on top of any issues with your home 

when they arise. Our housing officers can  

also point you in the right direction if you need 

help or support with a whole range of things 

from paying your rent to employment advice. 

We recognise the importance of capturing your 

satisfaction with our Housing Officer home visits 

service and so next year, we will be 

introducing satisfaction surveys following every 

contact to measure how well we did.

During 2021 we carried out over 

12,000 Housing Officer visits  

(in person and over the phone) out 

of 13,500 booked appointments – 

an 88% completion rate.

Visiting you in
your home

https://www.mearsliving.co.uk
https://www.mearsliving.co.uk
https://www.mearsliving.co.uk
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Your feedback is important  

to us. It helps us to spot where 

things are going wrong and 

to invest our efforts in 

making the improvements that 

matter most to you.

We get feedback through our satisfaction 

surveys which we send to customers every time 

we visit you or carry out a repair, through our 

annual satisfaction survey and through 

complaints.

In 2021, we received 423 formal  

complaints from tenants.

We resolved Stage 1 complaints within an average time of 15 days.  

For Stage 2 complaints, it took us an average time of 22 days to resolve. 

Our focus for 2022 will be to improve the speed at which we resolve 

complaints and to keep you better informed of progress and changes as  

a result of complaints.

 What the feedback said

  Looking at all feedback, the main  

issues for tenants were:

e Communication in general 

e  Communication about repairs – especially 

about booking in follow up works

e  Amount of time taken to complete works 

(especially follow up works)

e  Quality of homes  

(to a lesser extent, but of importance)

 What we’re doing about it

  Mears Living is working hard to  

address these concerns:

e  We’ve introduced more and better ways  

of communicating with our tenants, including 

a new website and a regular tenants’ 

newsletter

e  We’re working on improving our IT systems  

to make sure communication works more 

smoothly throughout the repairs process

e  We’re increasing the number of operatives  

we employ and relying less on subcontractors 

(although this is challenging given there is  

a national skills shortage in this area.)

e  We are continuing to ask tenants what  

you think about what we’re doing and how 

we’re doing it.

Listening to you

https://mears.eyerys.net/surveys/display/62696243-20bc-45a4-942f-2172ac1f0dd7


We want to ensure tenants 

are at the heart of shaping 

the services we offer.  

In 2021 we recruited and 

established our first tenant 

Scrutiny Panel whose job  

it is to review what we’re 

doing and how we do it on 

behalf of all tenants.

This year we will be building on this work by 

increasing the number of people on the panel 

and if you would like to join, please email  

lisa.newton@mearsgroup.co.uk.

We are also setting up additional ways for 

tenants to share their views both at a local level 

and virtually. Sign up to become a member of 

the Mears Your Voice online forum.

Involving you

 Online Community Forums

We are hosting a number of online 

community forums this year, where we 

would love to get your views and  

experience on topics that matter to you.  

Final dates will be published nearer the  

time but here is the programme, if you  

wish to be involved in the forum –  

please let us know so that we can issue  

invitations in advance.

If you would like further information on 

opportunities for involvement, please contact 

lisa.newton@mearsgroup.co.uk.

Month Topic

Jun Communicating and engaging with tenants

Jul Damp and mould

Aug Supporting tenants and communities

Sep Positive approach to complaints

Oct Our approach to repairs and maintenance

Nov Our approach to anti-social behaviour

Dec Customer satisfaction

mailto:lisa.newton%40mearsgroup.co.uk?subject=I%27d%20like%20to%20join%20the%20Scrutiny%20Panel
https://www.mearsgroup.co.uk/our-customers/your-voice/apply
mailto:lisa.newton%40mearsgroup.co.uk?subject=Online%20Community%20Forum
mailto:lisa.newton%40mearsgroup.co.uk?subject=I%27d%20like%20to%20be%20involved


Tell us what you think about our service by 

completing our Annual Satisfaction Survey.

What do you think?
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