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Welcome from Juanita Crawford

I am delighted to welcome you to our latest annual report to customers.

Despite all the challenges the housing sector is facing, we have continued to deliver 
on our promises, and we thank our customers for supporting us on that journey.

I have seen first-hand the hard work of our colleagues throughout the business, and  
I have great admiration for their dedication and commitment to improving services.

Our Customer Experience Committee (CEC) has continued to play a key role in 
shaping the organisation. The CEC is a sub-committee of our main Board and is 
made up of customers as well as Board members and is responsible for holding the 
organisation to account on customer-related matters.

Greater emphasis is placed on how the Board listens to the views of customers and, 
in my role as a 54North Homes customer, Board member and Chair of our Customer 
Experience Committee, we listen and review the outcomes reported by customers 
during our meetings. 

It is encouraging to see the organisation renew its membership with Tpas – a 
membership organisation that brings tenants and landlords together to find solutions 
to improve services, save money and bring lasting change to communities.

Our customers told us the repairs service is the most important service to them and 
we want to improve this, so Karbon now delivers our day-to-day repair services.  
This change enables us to deliver a more responsive, reliable and high-quality service 
for our customers, while also continuing to work with trusted contractors for specialist 
services and planned maintenance. We have updated our 54North customer 
welcome pack and repairs handbook to reflect these changes.

There are lots of ways customers can get involved in helping us to shape and improve 
our services. Inside this year’s report is information about estate walkabouts, pop up 
events, customer surgeries, focus groups and customer satisfaction surveys. On page 
17, 54North customers Sheila and Julianne give us their views on being involved in 
helping us to improve services.

As always, you’ll find more information on our website and this year, we improved 
its access to meet the diverse needs of our customers. We’ve introduced our ‘Recite 
Me’ accessibility toolbar throughout the website to help you edit the accessibility and 
language options of our website in a way that works for you. 

We value your feedback and are looking for more customers to get involved as 
regular members of our Customer Engagement Committee, a customer board 
member or on a more ad-hoc basis being involved in focus groups or service reviews.

If you’re interested in finding out more, please do get in touch by emailing us as 
connectwith54north@54northhomes.co.uk

Juanita Crawford  
Customer, Board member & Chair of our Customer Experience Committee
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Welcome from Mark Pearson

Welcome to our annual report to customers, which gives us a chance to share  
with you how we’ve performed over the 2024/25 financial year.

This report highlights how we are performing against the standards that are set by 
the Regulator of Social Housing (RSH) and against the things you, our customers, told 
us were important to you.

It’s been a challenging year for the housing sector as a whole and as a relatively new 
organisation still, just two and a half years old, 54North Homes has faced its fair share 
of challenges and demands.

But through these times of change, growth and ongoing development, we’ve boldly 
managed competing priorities and regulatory requirements to ensure we stay true to 
our core purpose, ‘building homes, changing lives’.

Looking back on what we’ve achieved, I’m proud to present this report for the 
2024/25 financial year.

Here are just a few of my personal highlights.

As part of the Karbon Group, we’ve continued to play a role in tackling the national 
housing crisis, developing 158 much-needed new homes across our Yorkshire 
geography. This included the opening of our flagship new housing development, 
Leonora House, bringing 58 high quality flats for social rent to Leeds city centre.

We successfully completed a series of vital energy efficiency improvements across 98 
homes in Leeds - significantly enhancing comfort, reducing bills, and cutting carbon 
emissions for residents.

Helping to ensure we can deliver more projects like these, we secured a £20m loan 
under the Affordable Homes Guarantee Scheme (AHGS) to support both delivery of 
new affordable homes and ongoing investment in existing ones.

We’ve also continued to build on our customer service approaches, to ensure our 
services work better for customers. We implemented Voicescape, an automated 
communications software, into the process of booking home safety visits, which 
allows customers to book a safety check appointment at a time that suits them, not 
just during our office hours. It’s also helped make efficiencies for our Scheduling 
Team.
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We’ve also introduced Karbon’s ‘Home Comforts’ furniture rental service for our 
customers, ensuring they can access safe, good quality, affordable furniture items and 
appliances should they be struggling.

And finally, aligning with our commitment to providing high-quality, reliable and local 
services, we finished the year by bringing our day-to-day repairs services, and work 
on empty homes, in-house instead of solely using contractors. Karbon Homes will 
deliver these services as an extension of its existing property services model, with a 
new team employed to cover the Yorkshire region.

Coming into the new financial year, we bid a fond farewell to our Board Chair Steve 
Secker who came to the end of his term in May, after six years in the role.

Steve joined the board of York Housing Association in 2019 shortly after it joined 
Karbon Group as a wholly owned subsidiary. Since then, his leadership has been vital 
in shaping the 54North we have today, with his passion and commitment leaving  
a lasting impact on our organisation and the communities we serve. 

I would like to express my sincerest thanks for his support over the years.

I am also pleased to announce Andy Gamble as our newly appointed Board Chair, 
an experienced housing professional with 38 years housing sector experience and a 
background in development and strategic asset management.

Andy will lead us forward as we continue to grow and develop as an organisation.

Mark Pearson 
Managing Director

“We are passionate about improving customer experience by listening to your 
feedback and acting on what you tell us. Thank you to all our customers who 
have provided feedback – your views are important to us.”
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About 54North Homes

54North Homes owns and manages over 4,000 homes throughout Yorkshire.

We provide a range of high-quality homes from one-bedroom apartments to four-
bedroom houses, providing affordable rental options for single people, couples and 
families, as well as low-cost home ownership and housing with support. We also 
manage five almshouses – including 52 homes on behalf of the Harrison and Potter 
Trust and two on behalf of Kate Hargrave. 

We are proud to be a subsidiary of the Karbon Group, which has a footprint  
covering the North East and Yorkshire regions, with around 34,000 homes across  
a range of tenures.

As a landlord, we believe in providing safe, warm and secure homes for our 
customers to live in. We put customers at the heart of everything we do and strive 
to provide an excellent level of service. We build strong foundations for over 7,000 
people who live in our homes. This extends beyond the bricks and mortar of our 
homes, we offer a range of services from training to financial support, community 
investment projects to extending the ways customers can get involved  
in helping to shape and improve our services.

All money that we receive through rent and service charges is reinvested to improve 
our homes and communities, building new homes and delivering services which 
provide sustainable outcomes for our customers and communities.

The purpose of publishing this annual report to customers is so you can see how we 
are performing against the standards that are set by the Regulator of Social Housing 
(RSH) and against the things you, our customers, tell us, were important to you.

You’ll read throughout this report how well we’ve performed against these standards 
and also against the economic standards, which is to ensure we are financially strong 
and run efficiently.

We own and manage around   

4,000 
homes in Yorkshire 

There are approximately 

7,000 
people living in our homes

We have 

68 
employees

6



Economic objective

The Economic Standards focus on effective governance; the achievement of 
value for money and how rent levels are set in line with the Government’s Rent 
Standard guidance.  

We define ‘value for money’ in terms of how we deliver against our objectives, and 
we measure our performance against others in the sector.

Last year, for every £1 of rent and service charge, we spent:

Property management  
and other overheads

Other costs 

Major repairs

Planned maintenanceServices to customers

Routine maintenance 

Setting our rents

We set our rents according to the Government’s regulations, which in 2024/25  
was 2.7%.

We set our rent in line with government policy and guidelines from the Regulator of 
Social Housing.  

Like other social housing providers, we increase our rents by Consumer Price Index 
(CPI) +1 for most customers. The CPI is one of the UK’s main measures of inflation – it 
measures changes in the price of goods, like food, fuel, gas and electricity.  

As a profit-for purpose business, we continue to invest any money we make into 
maintaining and improving our existing homes and developing the services we provide 
to customers.

The Regulator of Social Housing confirmed that the Karbon Group, of which 
54North Homes is a part, has maintained its top governance (G1) and viability (V1) 
ratings.

The  G1/V1 is the highest possible score for governance and financial viability (this means 
we are well run and financially strong. This will help us achieve our future plans). 

The rents and service charges paid by customers are used to pay for all day-to-day 
services provided by 54North.
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Income 2024/25 	 £m
 	Rent charged to customers	 14,885

	Service charges collected from customers	 1,875 
	 (e.g. cleaning, lift servicing, door entry systems) 

 	Shared ownership sales	 2,004

 	Management fees	 1,189 
	 (for managing Karbon Homes In Yorkshire)	

 	Sale of other homes 	 420

 	Support income	 41 

 	Interest receivable	 116

	Grant income	 342

	Other income	 311

Total income	 21,183

Expenditure 2024/25 	 £m
	Management	 5,532

	Routine maintenance 	 3,001

 	Support costs	 191

 	Service charge cost	 1,518

 	Planned maintenance	 1,133

 	Bad debts	 90

 	Depreciation and revaluation of  
	 housing properties	 2,889

	Cost to sell properties	 1,394

	Interest payable	 3,360

 	Leasehold rent payable	 124

Total expenditure	 19,232

*Surplus	 1,951

*When we have a surplus of income over our expenditure, we use it to fund 
investment in our existing homes and services and to develop new homes. 8



We’re a modern and ambitious business

Our independent board helps us make strategic decisions, set the budget and 
monitors company performance. Our members bring a range of skills and experience 
to the business.

One of the benefits of being part of the Karbon Group is being able to provide more 
services which benefit our customers. This includes the Money Matters service which 
sees a dedicated team of advisors provide customers with advice on everything to do 
with your finances, benefits and money.

We have 68 employees here to support you, from letting our homes, fixing repairs and 
supporting you during your tenancy; to back-office functions such as finance and IT 
which ensure all our services run smoothly.

Our Customer Experience Team help us to engage with our customers and to improve 
our communication with customers. We publish all our information via our website at 

www.54northhomes.co.uk 

Inclusion and belonging

Feeling welcomed, valued and respected is something everyone deserves, and it’s 
something we’re deeply committed to at 54North – for both our customers and our 
colleagues. We’re passionate about championing equality and celebrating diversity. 

The past year has seen us make real progress in how we approach inclusion and 
belonging. We want to make sure that our services are accessible to all and that 
customers and colleagues from all backgrounds are treated equally, fairly and  
with respect. 

We have a 54North equality, diversity and inclusion (EDI) action plan in place to ensure 
we continually deliver on our commitments. Some of our key achievements this year 
are as follows:

•	 We are an active member of the Northern Diversity Group and partner with Leeds 	
	 Beckett University to deliver the WECAN programme to develop women in 
	 business.

•	 We’re working towards the National Centre for Diversity (NCFD) accreditation.

•	 We’ve been accredited as a Disability Confident Employer.

•	 We work with the Housing Diversity Network (HDN) and some of our colleagues 	
	 are mentors for their programme. HDN is a not-for-profit social enterprise that 
	 focusses on equality, diversity and inclusion within the housing sector.

•	 To help reduce isolation, we have partnered with an organisation called Talk, Listen, 
	 Change (TLC) to offer free counselling sessions for customers with fully qualified 
	 counsellors. 

•	 Our flagship development Leonora House has been designed to break down 
	 barriers and promote inclusivity. Dementia-friendly design features are  
	 thoughtfully incorporated to support those with additional needs. 9



Customer objective

This standard focuses on the way homes are allocated and how we support our 
customers to maintain their tenancies. During 2024/25, 770 customers and their  
families moved into one of our homes. 

(The reason why this figure has increased is for a 
number of reasons including, the time it takes to let 
new build homes and long-term voids we are 
selling or those that fall within our supported 
housing portfolio and are hard to let)

We allocated homes to  

770 customers

Including  

398 new lets and  

372 re-lets

Average re-let time  

30.9 days  
– up from 26.54 days in 2022/23 

Rent loss from void property  

3.88%  
- up from 2.56% 

Average weekly general needs rent was  

£101.46
We collected  

99.19% of rent  
– up from 98.52%
 

Our rent arears were 2.42%  
of our rental income - down from 3.12%

Collecting your rent

The Tenancy Standard
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Manage your home at your fingertips

Did you know… you can make rent payments anytime at the touch of a button via  
your My54North account.  

We welcomed 

429  
new My54North accounts this year. On 31 March 2025 there were 2,205 active 
accounts overall – that means half of our customers now access their accounts online.

Why not join them? If you sign up to My54North Homes you can: 

•	 Set up a new Direct Debit to manage your payments 

•	 View your balance, recent transactions and make a rent payment 

•	 Log a repair, view outstanding repairs and their latest status and view past repairs 

•	 Keep your personal details up to date – meaning you’ll not miss any important 
	 messages 

If you don’t already have an account, it takes minutes to register and you will have instant 
access 24 hours a day. You just need your tenancy reference number and an email 

address. You can register via our website at www.54northhomes.co.uk/your-home

Ways to pay your rent 

Paying your rent on time is important so that we can provide an effective housing service. 
We offer a range of ways for you to pay your rent: 

•	 By Direct Debit - this is the most convenient way to pay your rent 
We can collect your payments weekly, fortnightly, four-weekly or monthly on any day 
that is convenient for you. Please visit our website to set up a direct debit or contact our 
Customer Services Team who can arrange it over  
the phone. 

•	 By debit card - via your My54North account

•	 By calling our Customer Service Team - on 0345 521 1993. You will just need your 
	 tenancy reference number.

•	 By Allpay payment card Simply take your card to your local post office or PayPoint 
	 location and pay with cash or debit card (please ask for a receipt for your payment as it 
	 can take up to seven days for the rent to be credited to your account). 

Please note, your rent is due either weekly or on the 1st of every month, as stated in 
your tenancy agreement. Your rent must be paid in advance and your rent account 
must remain free of arrears.

Being part of the Karbon Group enables our customers to access and benefit from  
more services. 11



Money Matters 

Remember, here at 54North our Money Matters Team can also help you if you are 
struggling with money.

Our Money Matters Caseworker can provide free and confidential advice and guidance, 
whatever your circumstances.  

During the year  

176 customers  accessed the Money Matters service, securing £279,670 of 
additional income gains for our customers

The team are experts in benefits and money, so if you’re worried about increasing bills, 
getting into debt or you just need some handy tips and hints on discounts and grants 
that could help you through these difficult times, you can speak to us. We’re here to 
help you.

Here are just some of the ways the team can support you:

Benefits advice 

The team can check your benefit entitlements, maximise your income and help you  
to challenge benefit decision that are wrong.

Managing your bills

We’ll help you to work out where you can make savings on your bills and cut costs.  
We can point you in the right direction to get this sorted and help you get support.

Budgeting

Creating a personal budget is a great first step towards taking control and is a really 
smart investment of your time. We can give you advice about how to make a personal 
budget planner. When you’re finished, you’ll know how much money you have left at 
the end of each month – and if you can make savings. 
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Debt advice

We’ve partnered with the Money Adviser Network (MAN) to help you get debt advice 
quickly – sometimes on the same day. We can also advise on loan sharks and illegal 
lending and sign post you to trustworthy alternatives, such as credit unions.

Rent

Every customer has a dedicated Income Officer who can help if you have any concerns 
about paying your rent. We do everything we can to make paying rent as easy as 
possible, finding a rent payment plan that fits best with your income and circumstances, 
and getting you set up with a direct debit so you never fall behind. Remember, you can 
also view rent statements and manage your payments online with your My54North 
account, which is available 24/7, 365 days a year.

Contact us

If you want to speak to one of our Income Officers or our Money Matters Caseworker,  
please call 0345 521 1993 or email hello@54northhomes.co.uk

Our debt advice service is authorised and regulated by the Financial Conduct Authority 
(FCA) FRN 775843.

If you feel you could benefit from this service, please contact us and ask for a referral or 
you can find out more at www.54northhomes.co.uk/your-money/

54North Homes Customer Support Fund

Helping our customers to thrive in their homes  
and communities is really important to us but we recognise that some of our customers 
struggle financially on a day-to-day basis and have limited reserves to fall back on 
when the unexpected occurs. We may be able to provide a small amount of support to 
customers who are suffering serious financial hardship due to unexpected/ 
exceptional circumstances.

Last year, we helped  

96 households  through our Customer Support Fund, totalling £6,700

If you feel you may benefit from this, please get in touch with your Income Officer or 
our Customer Service Team on 0345 521 1993 or hello@54northhomes.co.uk

Making you feel at home

We recognise that some customers may struggle to afford important household items 
such as a washing machine or cooker. These can be expensive but are essential so our 
Home Comforts furniture and appliance rental service enables you to rent good quality 
furniture and appliances for the duration of your tenancy.

There are three levels of packs to choose from depending on your needs and items will 
be replaced free of charge if not working. 

To find out more about this service, please visit our website at  
www.54northhomes.co.uk/home-comforts 13



The Transparency, Influence, and Accountability Standard

This standard requires landlords to be transparent with customers and treat 
them fairly and respectfully so they can access services. Customers must be able 
to voice concerns where necessary, influence decisions and hold the landlord 
accountable.

Customer satisfaction

Feedback from our customers is very important to everyone at 54North. We need to 
know what we are doing right, what we’re getting wrong and where we can improve.

The Regulator for Social Housing requires housing providers like 54North to report on 
a set of performance measures called Tenant Satisfaction Measures (TSMs). These not 
only hold providers to account but give customers greater visibility of  
our performance.

There are 22 TSMs in total and all regulated housing providers must report on 
them. They cover areas such as customer perception measures, responsive repairs, 
neighbourhood management, complaints and building safety and responsive repairs.

We work with a research provider called Acuity who this year contacted 681 
customers (including 20 customers who lived in Almshouses) at random, to provide 
feedback on the 12 customer perception TSMs. The results are on page 15. 

All social housing providers report their performance data to the Regulator of Social 
Housing and this information is available online. The TSMs are reported at Group level 
however, we (54North) have seen improvements in some but not all measures.
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Tenant Satisfaction Measures

54North Karbon Group

Overall satisfaction 74.6% 81.5% 

Satisfaction with repairs 77.8% 84.1%
Satisfaction with time  
taken to complete most 
recent repair 72.7% 74.6%
Satisfaction that the  
home is well maintained 80.7% 84.8%
Satisfaction that the  
home is safe 86.5% 89.9%
Satisfaction that the  
landlord listens to tenant  
views and acts upon them 59.6% 70.9%
Satisfaction that the landlord 
keeps tenants informed about 
things that matter to them 81.3% 85.6%
Agreement that the  
landlord treats tenants  
fairly and with respect 84.6% 89.8%
Satisfaction with the  
landlord’s approach to 
handling complaints 33.6% 43.2%
Satisfaction that the landlord 
keeps communal areas clean 
and well maintained 67.9% 74.7%
Satisfaction that the landlord 
makes a positive contribution 
to neighbourhoods 67.5% 76.3%
Satisfaction with the landlord’s 
approach to handling  
anti-social behaviour 57.2% 68.3%
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Our most notable improvements  over the last year were satisfaction that the 
home is well maintained and satisfaction with our approach to handling ASB.  
The measures which need greater attention are satisfaction that we make a 
positive contribution to neighbourhoods and satisfaction that we listen to tenant 
views and act upon them.

Our customer Net Promoter Score (NPS) score is +29 

This is a measure of customer loyalty – how likely a customer would be to 
recommend us as a landlord to friends and family. Scores range from -100 to +100 
and the Customer Service UK benchmark is +21. 

Customers are at the heart of everything we do, and we have lots of opportunities for 
you to get involved and share your views and suggestions. 

Our Customer Experience Committee (CEC) is responsible for overseeing customer 
experience and customer engagement, ensuring that customers have their voices 
heard, that the needs and safety of customers are at the heart of the Board’s decision 
making, and that our performance is monitored to help ensure excellence across all 
our services. 

The Customer Experience Committee holds us to account on customer-related 
matters and provides feedback and insight to ensure that services are developed in 
partnership with our customers.
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Sheila – Customer Voice 

54North customer Sheila is part of our Customer Voice Group and lives in a one-bed 
flat in Chapeltown, Leeds. She has been a customer for 13 years, originally as Leeds 
and Yorkshire Housing and now 54North.

She has worked in housing for almost 20 years and during that time, gained a wealth 
of experience and knowledge of the sector including customer engagement, 
scrutiny, communications and complaints. She is an advocate for people who don’t 
have a voice – raising awareness around housing, health and tenants’ rights.

As a social researcher, she has written and delivered a teacher training and support 
programme for refugees who have had to flee home and come  
to the UK to teach.

Sheila is passionate about getting involved and helping us to deliver and improve 
our services. She said: “I am an advocate for myself and my neighbours. I don’t get 
stressed when things go wrong and can write letters of complaint or request for 
things to be done better. I like to get things done and follow through with my actions 
– I never give up. It’s nice to feel I can help and give something back.”

Over the years, Shelia has provided feedback on the Customer Bulletin newsletter, 
suggesting improvements and encouraging other customers to get involved. 

She continued: “The only way to make and effect change is to give your feedback 
and work directly with the team at 54North Homes. If things do go wrong, there’s 
no point moaning to your neighbours – that won’t change anything. I really enjoy 
getting involved and meeting other like-minded customers.” 
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Julianne – Customer Voice 

Julianne has lived in her one-bed flat in Leeds for over 15 years, originally as a Leeds 
and Yorkshire Housing customer and now 54North. 

She works in the NHS and has experience of working on policies and report writing. 
Over time, she found she had more time to get involved in other things and decided 
to get involved helping 54North to improve its services to customers.

She’s been helping 54North for approximately 18 months now and has reviewed 
communications such as the Customer Bulletin newsletter, helped to judge 
competitions and spent time reviewing the revised 54North repairs handbook.

Getting involved is her way of giving back to the organisation and she feels it’s 
good to present the views of customers and to improve communication between 
customers and colleagues. She is also more aware of opportunities to be involved 
such as becoming a member of the Customer Experience Committee and joining  
the Residents’ Panel.

If you have the time, Julianne would recommend getting involved. She said: 
“Being involved has opened up opportunities to meet new people, both staff and 
other customers. For me, that opportunity is a real positive about being involved. 
Depending on your experience, getting involved is a good opportunity for people 
looking to develop their personal skills and also adding your involvement and 
experience onto your CV.”

Would you like to get involved?

We’re looking for new customers to get involved either as regular members of our 
Customer Experience Committee or on a more ad hoc basis by being involved in 
focus groups or service reviews. No specific experience is needed. 

If you are interested in finding out more, please email: 
connectwith54north@54northhomes.co.uk

We’d love to hear from you!
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Customer voice  

Great emphasis is placed on how the Board listens to the views of customers. During 
their meetings, members receive copies of performance and the results from 
satisfaction surveys. They also discuss the complaints report and the opportunities of 
learning from them to improve services. They also review outcomes of the consultation 
through the Customer Experience Committee and scrutiny reviews. From time to time, 
our Board members also attend events to speak directly to customers to find out their 
views and feedback.

What other ways can customers get involved?

Estate walkabouts and  
pop-up events

We are regularly on estates undertaking inspections and organise pop up events 
periodically to meet customers. We encourage customers to come and meet our team 
and tell us about any issues that are affecting their area. 

Pop-up events 24/25

Pasture View/Rothwell, Leeds		 August 2024

Whitby/Westhorpe			   October 2024

Elmetes/Leeds				    Jan 2025

Margaret Phillipson Court		  March 2025

We also hosted three Christmas lunches across our schemes and organised Halloween 
and Christmas competitions for customers to participate in.

Customer surgeries 

Our Customer Experience Team organise customer surgeries on dedicated days for 
customers to come along, meet the team, provide feedback or to ask any questions. 
These are publicised in our Customer Bulletin which is published every other month.

Focus groups 

We hold customer focus groups to discuss and scrutinise particular services or 
improvement proposals. These are a great opportunity to meet other customers and 
share views and ideas. In the last year, we held focus groups to scrutinise customer 
views on the TSM question, ‘Satisfaction that the landlord listens to tenant views and 
acts upon them.’ 
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Customer communication 

We use a range of channels to communicate regularly with our customers, including 
our website, email, Customer Bulletins and social media platforms, all of which provide 
opportunities for customers to feedback to us.

We use pulse surveys to gather real-time insights from customers. These are short 
questionnaires designed to be quick and easy to complete. We asked customers:

Effort to engage with 54North  Customers who scored us four or less:

68%
How much do you trust 54North  as an organisation?
Customers scored us seven  or more:  

81% 
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The Safety and Quality Homes Standard

This standard focuses on ensuring that landlords understand the condition of all of 
their homes and make use of that data to provide safe, good-quality homes.

Landlords are required to deliver repairs, maintenance and planned improvements in 
an effective, efficient and timely manner, and must be clear on their health and safety 
responsibilities.

Did you know? 

The My54North portal is the quickest way to view and request repairs.  
You can see the status of any outstanding repairs and servicing in your account. 

Just log in or register to take a look at the new tracking feature. It shows 
appointments booked and updates on your logged repairs, as well a button to 
request a new repair.

During 2024/25: 

Our properties meet the Decent Homes Standard  

99.8%  

Customers satisfied with the repairs service  

87%
Satisfied with the quality of the work  

90%
Getting the repair right first time  

83%

(set by the Government that local authority and housing association homes must meet).

When customers receive repairs to their homes, we ask them how satisfied they are 
with the service they received. From 611 people asked,  
you told us:
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Building and customer safety 

We make it a top priority to carry out regular safety checks in your home to ensure  
all appliances and safety equipment are in a safe working condition. This includes 
things such as annual gas services, weekly testing of communal fire alarm systems  
and five-yearly electrical tests. 

Building safety is delivered with our dedicated team of safety inspectors, working 
alongside our contractors who have accreditation in different building safety areas.

We achieved building safety compliance of  

99.84%
Fire safety compliance was

100%  
with all required fire risk assessments completed. 

If we contact you to arrange access for safety inspections, please can you get in 
touch. We’re just trying to make sure your home remains as safe as possible.

Thank you to all customers who gave us permission to access their home to carry  
out these important safety checks.

We need to ensure our homes are kept safe by annually checking the gas appliances in 
your home.

100%  
of our homes have a valid gas safety certificate.

We work to the industry best practice standard of inspecting electrical circuits every 
five years. We sometimes encounter issues in arranging access to customers’ homes to 
undertake these inspections, and as a result they are not always completed on time. 
Five yearly electrical inspections  

99.4%
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Tackling damp and mould with Awaab’s Law  

Making sure our customers live in safe, well-maintained and energy efficient homes is  
at the heart of what we do. This includes homes free of damp and mould.  

Earlier this year, the Government announced the introduction of Awaab’s Law from 
27 October 2025. The law is named in memory of two-year-old Awaab Ishak, who 
tragically passed away after prolonged exposure to mould in his family’s home in 
Rochdale. 

The law means social landlords, like us, must respond to resolving health hazards, like 
damp and mould, within set timeframes.

Joanna Chambers, our Director of Asset and Growth tell us more:

We take a proactive approach to managing damp and mould. We carry out five-yearly 
surveys of all homes and we keep an even closer eye on those more vulnerable to 
damp. To stop water getting into homes, we replace doors, windows and roofs when 
needed. We’re also making improvements to homes to make them more energy 
efficient, because poor insulation can be a cause. We train our teams to spot signs too.  

On top of that, we respond quickly to customer reports and concerns. We’ve updated 
our customer advice materials, sharing our approach and some everyday tips we can all 
follow to prevent issues. We’re busy translating the materials into different languages, 
which you’ll be able to find on our website soon.

What improvements are you making? 

We’ve been preparing for Awaab’s Law for some time. We didn’t want to wait and have 
been exploring ways to ensure we meet its requirements. For us, this isn’t just about 
ticking boxes, it’s about doing the right thing for our customers.

We still have some work to do, and a key priority is accelerating the speed of both 
inspections and repairs. 

What are the timeframes for Awaab’s Law?  

We already work to respond to all emergency repairs within 24 hours – whether it’s a 
gas leak, electrical issue or unsafe damp and mould. However, from 27 October 2025 
this will be a legal requirement. Within three working days of our investigation, if we 
need to do any repairs to make things safe, we’ll provide you with a written summary of 
what we found and any action we need to take.

Looking ahead, these protections will expand over the next few years. In 2026, new 
safety standards will cover dangers like excess cold and fire risks, with even more 
improvements coming in 2027. 

If you spot damp and mould in your home, please let us know straight away by 
using our dedicated damp and mould form on the homepage of our website. 
Alternatively, contact our Customer Services Team on 0345 521 1993 or email 
dampmould@54northhomes.co.uk

23



Planned maintenance and investment in your home

Over the last year, our ongoing investment in maintaining and improving your homes 
has included: 

Retrofit 		

£4,249,000
Roofing		

£792,000
Kitchens	

£339,000
Bathrooms		

£254,000
Windows and doors	

£583,000

Heating		

£99,000
Boilers		

£143,000
Footpaths		

£46,000
Capital works		

£227,000
Fire risk works		

£108,000
Decarbonisation works completed on Leeds homes 

Residents living in three blocks of flats in Leeds now have warmer, cheaper to  
heat homes as a result of a project to drive down costly energy use and reduce  
carbon emissions.

A total of 98 one-bedroom flats at St Mary’s Court and St Mary’s Close in Chapeltown, 
and Wood Lane Court in Headingley, have had new cost-efficient heating and hot 
water systems fitted  and new insulation installed to help prevent warmth escaping.

Ventilation systems have also been upgraded to allow air to circulate, making the 
homes feel less damp – which can help prevent mould from occurring.

It’s estimated that the project will reduce customers’ energy bills by up to £400 per 
home annually, whilst yearly carbon emissions will be reduced by up to a tonne in each 
home. As a result of the improvements, Energy Performance Certificate (EPC) ratings 
in the flats have now increased to as high as a B, where some were previously rated as 
low as an E.

Our customers Janet Zealand and her husband Gordon have lived at St Mary’s Court 
since 1976. Janet said: “The changes are already making a real difference to us in terms 
of our bills and it is lovely and warm all the time, we used to have more heaters on.

“The fans that have been put in help our flat feel drier and generally it is just  
a lot more pleasant to sit in.” 24



Building new homes 

We spent

£22.2m  
this year on building new homes and completed 158 homes during the period,  
with the help of government funding. 

This was against our annual target of 50 new homes, but a considerable number of 
those were delayed due to extreme weather conditions. 
As part of the wider Karbon development programme, during 2024/25, we spent

£115.2m on completing 

326 new homes across Yorkshire.

We are still on track to build

150
new homes over the next three years to help address the shortage of affordable 
housing in the Yorkshire region. 

Cash boost will help build new homes and refurbish existing ones 
We secured a £20m loan under the Affordable Homes Guarantee Scheme (AHGS) to 
support our delivery of new affordable homes across Yorkshire.

Half of the loan will help us deliver about 100 new homes, with the majority for 
social rent. The remaining £10m will facilitate investment in our existing properties, 
advancing improvement works and decarbonisation.
Leonora House provides much-needed affordable housing in Leeds  
Leonora House comprises of 58 high-quality flats for social rent, increasing the choice 
of affordable housing provision in the area.

The £12m development is in an excellent location with strong public transport links and 
within walking distance of the centre and local amenities. 

Extending and enhancing the choice of one, two and three bedroom apartments, the 
scheme meets the needs of the local community and housing requirements of Leeds 
City Council. The homes have been built with dementia-friendly principles in mind 
and have a flexible layout, including workspace areas to accommodate home working. 
Landscaped gardens enhance biodiversity and ground floor flats have their own 
gardens.

Leonora House has been shortlisted in a number of industry awards including 
Northern Housing Awards, Royal Institute of Town Planning (RITP) Yorkshire Awards 
and the Insider Yorkshire Property Awards.
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70 new homes completed in Selby

As part of the wider Karbon Group, we officially opened a development of 70 new 
properties in Thorpe Willoughby, Selby, with a community celebration and a visit from 
North Yorkshire councillors.

Joined by Cllr Simon Myers, North Yorkshire Council’s Executive Member for Culture, 
Arts and Housing, and Thorpe Willoughby and Hambleton division’s Cllr Cliff Lunn, the 
event celebrated the delivery of much-needed affordable housing in the area.

The new homes, located at the end of Field Lane in the village, are highly energy 
efficient, and each achieve an energy performance certificate rating of B.

Developed by Karbon’s construction partner Countryside Partnerships, they have been 
built using timber frame construction – a high-quality, environmentally friendly, modern 
method of house building – and are powered by air source heat pumps, a technology 
three times more efficient than gas boilers.

The homes are available for affordable rent, shared ownership and Rent to Buy and the 
new homes have been welcomed by local residents who could have otherwise been 
priced out of the village.

Work nearing completion at Wesley Road

A £5.1m development of 26 houses and two flats on Wesley Road in the Armley area  
of the city is nearing completion.

A total of 22 homes will be available for social rent and six for shared ownership,  
all built with air source heat pumps to provide heating and hot water.

The scheme is being built on brownfield land previously owned by the Diocese of  
Leeds and has received £700,000 grant funding from Leeds City Council as well as 
grant from Homes England. 

Scouts and Beavers from the 17th South West Leeds Scout Club have built three 
hedgehog shelters and two insect boxes, while students from Leeds College of  
Building have also designed and crafted two insect boxes which were handed over  
to our colleagues to be installed onto the site.
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The Neighbourhood and Community Standard 

Landlords need to engage with relevant parties to ensure tenants live in secure, 
well-maintained neighbourhoods and feel safe in their homes.

How well do we manage our estates?

Stamping out anti-social behaviour

We recognise the impact that anti-social behaviour (ASB) can have on customers. It is 
a sensitive issue, and we aim to provide as much support as  
possible and investigate fairly and consistently whenever necessary.

All of our customers have a right to live in peace in their own home, and your 
neighbours also have the same rights.

Our service standards set out the level of service you can expect to receive from us 
should you report a case of ASB to us. We will:

•	 Ensure all anti-social behaviour is taken seriously and viewed impartially.

•	 Risk assess the case when you first report it to us.

•	 Acknowledge your report within one working day for hate motivated crimes, or 
	 situations where there is a high risk of harm. If more information is required, you can 
	 expect us to contact you to discuss the case within five working days. We’ll agree 
	 to a Community Safety Action, Support and Communications plan within 10 
	 working days for high-risk cases.

•	 Acknowledge your report within two working days for any low risk of harm cases.  
	 If more information is required, we will contact you at the earliest opportunity to 
	 discuss the case.

•	 Carry out a random sample of customer satisfaction to help us understand what our 	
	 customers think of the service and how we can improve.

Number of ASB cases opened per 1,000 homes 17.7
Last year, we had 616 incidents reported to us 
of which 80 were judged to be ASB tenancy breaches and were actioned and 
resolved. Typically, we received incidents relating to: noise, pets, rubbish, youths, 
vehicles and harassment.

62% 
satisfied with the quality of our gardening service.

62% 
customers satisfied with the quality of our cleaning service.
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We carry out estate walkabouts and arrange customer contact visits to listen to your 
concerns. Please speak to your housing officer if you would like a visit.

Investing in our communities 

We are always happy to consider customer requests to improve the area where 
you live. Whether that is providing activities or events to bring the local community 
together, such as bulb planting, a coffee morning, yoga session, summer party or 
picnic. Or purchasing items to improve your living area, such as outdoor seating, 
plants, hanging baskets etc.

Last year, we invested 

£4,500 
into community projects via our 54North Homes Community Fund.

This included a donation to:

• 	 St. Mary’s Rooftop Garden

• 	 Bedding plants for communal area flowerbeds in the community,  

• 	 Installation of security fences on a scheme where residents were concerned about 
	 anti-social behaviour.

Other community projects we have supported or delivered are:

54North in Bloom

Our annual 54North in Bloom gardening competition proved popular with customers 
again this year. Congratulations to all the winners - the standard was exceptionally 
high, and we have been truly inspired by the green-fingered talents of so many 
customers.

David and Sandra Wreglesworth of Margaret Philipson Court in York won two awards 
in the ‘Best Baskets’ and ‘Best Overall Winner’ categories of the competition. 

Our Managing Director Mark Pearson said: “We’ve seen some fantastic entries in this 
competition over the years, and David and Sandra continue to demonstrate their love 
for gardening. It’s wonderful to see customers taking pride in their gardens and I enjoy 
hearing all the positive stories that gardening brings to people.”
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12 Deeds of Christmas

Our 12 deeds of Christmas was an opportunity to celebrate good neighbours in the 
community and for their kind support throughout the year. Thank you for all the 
nominations. Customers came forward and nominated neighbours who deserved to 
receive one of our 12 deeds. This was a successful activity that allowed us to celebrate, 
recognise and reward great work. Well done!

Investing in projects to support your wellbeing

As well as providing high-quality housing, we also want to help you thrive in your 
communities by offering targeted investment and support where you need it most. 
Here are some of the projects we’ve supported:

Positive Footprints

We have continued to provide funding to Positive Footprints to engage with local 
primary schools to raise aspirations. They create opportunities for children and young 
people to discover their potential, explore the world of work and develop the skills 
they need for the future.

Our funding has engaged eight schools this year.

In 2024/25, a total of 

333 
children and young people have been impacted. The schools rate the impact of the 
partnership and associated activity as very high.

90 
hours of learning have been delivered with pupils engaging in an average of 10 hours 
of careers-led learning with different businesses and local organisations. 

Our partnership has created 

£64,808 
of social value with the project.
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Featherbank Forest 

Pupils at Horsforth Featherbank Primary School in Leeds, have continued to use an 
outdoor ‘forest classroom’ where they learn in a natural, outdoor setting.

We developed the area in partnership with the school and local conservation 
volunteers so that the children could hold their classes in the forest.

St. Mary’s Rooftop Garden 

We’ve continued to work in collaboration with Hyde Park Source to deliver a weekly 
gardening group at our community roof-top garden on top of our St Mary’s scheme 
in Chapeltown, Leeds. This is one of our longest-running and most successful 
community projects.

The friendly group, which runs every Friday afternoon 2.30pm-4.30pm, is open to our 
customers, members of the local community and people throughout Leeds. 

The project provides lots of benefits to those attending in terms of reducing social 
isolation, learning new skills, improving self-esteem, connecting with nature in an 
urban setting and improving local green spaces.

There are 15 regular members
(5 of which are residents of St. Mary’s) and they have grown grapes, beans, potatoes, 
garlic, onions, kale, carrots and asparagus this year. As well as seasonal veg growing, 
members have learnt about healthy recipes, healing herbs, fungi, soil health, insect 
and tree ID. 

The beautiful mini native wildflower meadow continues to be a highlight with a huge 
range of insects such as bees and butterflies and many other pollinators using it. 
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Talk, Listen, Change – FREE Counselling sessions for 54North customers 

In partnership with Talk, Listen, Change (TLC), we offer free counselling sessions for our 
customers with fully qualified counsellors. 

We know many people are experiencing tough times and talking to someone can 
make all the difference. We fund a course of 10 one-to-one sessions and these can 
take place via telephone or Zoom. 

If you think you could benefit from this service, please speak to either your Housing 
Officer or Support Officer who will be able to make a referral.  

Grass cutting service

This year, we’ve been experimenting with a reduction in the number of cuts on some 
of our open grassed areas on our estates in Leeds.

A pilot project started in May, and our Grounds Maintenance Team have been 
leaving small areas of grass to grow throughout the summer to create biodiversity 
areas and a more diverse environment. 

These wildflower corridors will create habitats for animals. It will be good for 
pollinators such as bumblebees, grasshoppers and other insects, as well as bird and 
small animals such as hedgehogs and field voles.

85 
people have been referred since the project began.  

307  
counselling sessions have been offered since the start of the project.

100%  
said they were very satisfied or satisfied with their session experience.
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Complaints, compliments and suggestions

We aim to continuously improve our customer experience by listening to and 
acting on customer feedback. We want to get things right first time but if we do 
fall short, we will do our best to resolve your issue quickly, fairly and effectively.

We received  

16  
recorded compliments. These were mainly attributed to the service delivered by our 
colleagues and our contractors.

We received  

233  
formal complaints with  83.4% resolved at Stage 1 and 16.6% resolved at Stage 2.

 We had  

5  
complaints upheld by the Housing Ombudsman.  

The member responsible for complaints (MRC – The Customer Experience 
Committee Chair) and our Customer Experience Committee reviewed our complaints, 
compliments and suggestions annual report. The committee scrutinised and 
challenged our performance on complaints and compliments. 

In the last year: 
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This information is about 54North Homes, part of the Karbon Group.  
If you’d like this in another format, such as translated or audio version,  
please let us know.

This report was created for you, our customers, to keep you updated on how we’re 
doing as an organisation and how we’re delivering our services to you.

We would love to hear your feedback on the report, from the content to the way it has 
been designed, so we can understand if it works for you and how we might improve it 
in the future.

It’s easy to get in touch with us:

Email: hello@54northhomes.co.uk  

Tel: 0345 521  1993  

Our phone lines are open 8.30am - 5pm weekdays

Website: www.54northhomes.co.uk 

Or visit our social media pages

This report has been approved for publication and we’ve made a digital version 
available on our website.

We’ve created a plain text version to support those using accessibility tools such as 
translation, audio, changes to the size of text, ruler and screen mask.

We also aim to make our information and services more accessible by using plain 
English in our communication and offering sign language and language interpreters  
where required.

If you would like this document in an alternative format or have any questions relating 
to the report, please contact: hello@54northhomes.co.uk

54North Homes is part of the Karbon Group and is a charitable registered society 
under the Co-operative and Community Benefit Societies Act 2014.
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