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Grosvenor Hart Homes was created to test whether 
bringing together a safe home, relational support 
and a genuine sense of community could change the 
trajectory of a family’s or young person’s life, not just their 
housing situation.

This year’s interim evaluation of our work, independently 
conducted by Sonnet Advisory & Impact, gives us a clear 
picture of what that means in practice. 90% of young 
people in the programme have maintained or improved 
their housing situation, seven in ten have moved into 
employment and 98% of our tenants say Grosvenor Hart 
Homes provides them with a home that feels safe.

I take great pride in these findings, but what has 
stayed with me most are the individual stories behind 
the statistics, whether that’s the person finding their 
footing after care or the child settling into a stable 
school set-up for the first time in years. Individuals and 

Foreword from the Duke of Westminster

families are building routines and connections to their 
neighbourhoods. Each story that you read in this report 
demonstrates why joined-up, early-intervention support, 
rather than crisis response, is what genuinely changes 
outcomes. They are a reminder of why this work is so 
necessary and why this model deserves to be heard 
beyond Cheshire.

None of this would be possible without the dedication 
of the Grosvenor Hart Homes team, and the trust and 
collaboration of our partners, particularly Cheshire West 
and Chester Council, and the tenants and families who 
have placed their trust in us and shared their experiences 
so openly. I am grateful to everyone who has worked so 
hard since we launched Grosvenor Hart Homes three 
years ago. 

As we look ahead, we remain committed to learning, 
growing carefully, and ensuring this model continues to 
change lives for the better. 

The Duke of Westminster
Chair of Grosvenor Trustees
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At Grosvenor Hart Homes, we believe that a stable home  
is the most important foundation in life.
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We launched Grosvenor Hart Homes in 2023 and, three 
years on, we are continuing to improve our model, building 
in your important feedback and insights as we go. This 
will help us prepare to roll out Grosvenor Hart Homes in 
more locations.

A key milestone during 2025/26 was seeing all of our 
40 new homes in Ellesmere Port occupied, and we’re 
really pleased to hear from so many of you that having a 
high-quality, modern home is making life better for you 
and your families.

It is also good news that nearly all of our tenants are 
satisfied with Grosvenor Hart Homes as a landlord. In 
your Tenant Satisfaction Measures surveys, 96% of you 
told us that, overall, you were satisfied with the homes 
and services we provide. This was reassuring, but as you’ll 
read in this report, we are keen to keep improving and 
committed to taking your feedback into account so we can 
be the best landlord we can be.

Our learning to date has reinforced a simple but important 
principle: a safe, stable home within a supportive 
community can create the platform for wider change when 
it is combined with trusted relationships, personalised, 
practical support.

As the CEO and Chair of Grosvenor Hart Homes, what 
matters most to us is hearing about the activities tenants 
have taken part in and the community life being created. 

Chief Executive and Chair’s message to tenants
From walking up mountains and rowing on rivers, to 
football training sessions, pizza making, quiz and chess 
nights, there have been so many ways for people to 
get involved.

By taking part, you are helping to create the kind of 
community that sits at the heart of the Grosvenor Hart 
Homes model, where neighbours know and support one 
another and everyone has the opportunity to contribute 
and belong.

We have also been incredibly touched and inspired by the 
personal stories, and we are so grateful to those tenants 
who have shared their journeys with us. 

As we move forward, we hope you continue to feel 
respected, valued and listened to, and that you continue to 
let us know what is working for you and what you’d like us 
to do better.

Working with you, we will continue to advocate for the 
importance of combining high-quality, affordable homes 
with coordinated, personalised support for those who 
need it, and for the difference this can make to the lives 
of children, young people and families. This will help us do 
more of what works and reach more people.

Thank you from us.

Helen Keenan 	 Peter Vernon
Chief Executive 	 Chair
Grosvenor Hart Homes 	 Grosvenor Hart Homes
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It has been another great year for Grosvenor Hart Homes, 
and we’re delighted that you have been along on this 
journey with us. 
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At Grosvenor Hart Homes we provide high-quality, 
affordable homes in supportive communities.

We also deliver tailored support to children, young people 
and families who need it, with a focus on improving mental 
health and wellbeing, helping people into employment and 
building financial stability for their family.

Who we are and what we do 
We have a specialist, multi-disciplinary team with 
experience in housing, social care, mental health and 
related sectors. Our team is committed to enabling 
tenants to thrive in their communities and works in a 
person-centred, supportive and inclusive way.

We offer a mix of social housing and market rent housing, 
with a core belief that a safe and stable home is the 
foundation for a better future. We encourage our tenants 
to play an active role in shaping their communities and the 
Grosvenor Hart Homes approach, and to share their skills, 
knowledge and experience with their neighbours.

We work closely with local partners, including the local 
authority, police, NHS and voluntary sectors, to make sure 
we understand what matters most to local people and 
provide services that meet the needs of our communities. 
This includes the multi-agency Grosvenor Hart Homes 
Matching Panel which is key to us allocating our housing 
fairly and making sure our communities are safe and 
supportive for our tenants.

As a Registered Provider of Social Housing, our social 
housing is overseen by the Regulator of Social Housing 
(RSH) and our social housing entity, Grosvenor Hart Homes 
Limited is a member of the Housing Ombudsman scheme. 
We hold ourselves to the same high standards across all of 
our housing, treating every tenant with the same care and 
respect, and always listening to feedback from the people 
who live in our homes.

Our aim is to show that children, young 
people and families achieve better 
outcomes when a safe and secure home 
in a balanced community is combined 
with the right support delivered at the 
right time. We want to demonstrate the 
value of a holistic, joined-up and person-
centred approach that brings housing, 
support and community together 
around the needs of each family.
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Our first two communities are in Chester and Ellesmere 
Port, where we have 69 homes: 42 social housing homes 
and 27 market rent homes. In the year ahead, we aim to 
create a new community in Merseyside, where we are 
looking to provide 53 new homes.

Our mission is: to deliver lasting and scalable social 
benefit by enabling vulnerable children, young 
people and their families to access secure homes 
and related services within supportive communities, 
allowing them to thrive and achieve their potential.

Over the next 10 years, we want to:
•	 Deliver c.750 safe and secure homes
•	� Improve outcomes for around 2,000 children, young 

people and their families
•	 Deliver £100m in savings to the public purse.

Grosvenor Hart Homes is a Registered 
Provider of Social Housing and a social 
enterprise initiated by the Duke of 
Westminster.
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Our services

Mental health
& wellbeing support

Support into employment
Carefully matched routes to employment – providing 
tailored job readiness support, access to a network of 
employers and inclusive job opportunities and specialist 
support for those interested in starting a business or in self-
employment.

Physiological needs

Safety needs

Love and belonging needs

Esteem needs

Self 
actualisation

Meticulous 
coordination

Our innovative model provides more than just  
a home. 
We deliver holistic, evidence-based and 
meticulously coordinated support services to 
those who need them, seeking to address three 
critical foundations for vulnerable children, young 
people and their families:

Timely access to mental health and wellbeing support – 
through an inclusive, personalised and responsive service 
where need is identified promptly, dedicated support offered 
by an in-house mental health practitioner and rapid access to 
specialist support made available where required. 

Access to these services is coordinated 
through our dedicated Grosvenor Hart 
Homes Practitioner, who works with 
our tenants to create and meticulously 
coordinate a personalised support plan 
using a trauma-informed and strengths-
based approach, built on a relationship 
of trust, choice, collaboration and 
empowerment. 

A safe and  
stable home
A high-quality, safe, stable and affordable 
home within a supportive community – 
offering homes our tenants are proud to live in, 
with the space they need to enjoy their home 
life and connect with their community.
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April 2025 
We moved all of our social 
housing properties into our 
Registered Provider company, 
meaning there is trusted, formal 
regulation to ensure we are 
accountable and provide the best 
possible service.

August 2025 
• � We ran a four-week summer 

activity programme for 
children from Grosvenor Hart 
Homes communities using 
Holiday Activity and Food 
(HAF) funding from Cheshire 
West and Chester Council. 
Children did a range of fun 
activities, including rowing 
on the River Dee, making 
bug houses with the Chester 
Zoo and inspiring budding 
scientists through fun potion-
making experiments. 

December 2025 
• � All of our 40 properties in 

Ellesmere Port were fully let. 

July 2025 
• � We secured additional funding 

from Homes England to provide 
more homes in Ellesmere Port  
at social rent. This means we  
now have 20 properties let at 
social rent, helping to ensure 
more affordable housing for  
local people. 

November 2025 
We won the Residential 
Renovation and Conservation 
Award at the Cheshire West 
Design Awards recognising 
the high quality of our Chester 
homes.

• � We carried out our first 
Tenant Satisfaction Measure 
perception surveys with our 
tenants and scored 96% for 
overall satisfaction with the 
service we provide (97% among 
our social housing tenants and 
93% for market rent tenants).

October 2025 
We launched the Grosvenor 
Hart Homes ‘My Home portal’ 
to enable our tenants to 
access the information they 
need about their tenancy and 
make it easier to communicate 
with us.

• � A report on our proof-of-
concept in Chester was 
published by independent 
evaluators, Sonnet. It showed 
encouraging signs that access 
to high-quality, affordable 
homes alongside tailored 
support is helping tenants make 
progress towards their goals.

• � Grosvenor Hart Homes tenants 
enjoyed climbing Moel Famau, a 
crown jewel of North Wales, as 
part of a wellbeing and team-
building activity, soaking up the 
Welsh sunshine.

• � Our tenants in Ellesmere 
Port met representatives 
from Homes England and 
told them how being in a 
high-quality Grosvenor Hart 
Homes home is making a 
difference to their lives.

March 2026 
We provided over 350 recipe 
boxes across the year to 
qualifying Grosvenor Hart 
Homes tenants through our 
partnership with a funder and 
Gousto, helping children, young 
people and families access 
healthy meals.

Highlights of our year 2025/26 

“�Worry Wizard was a perfect event for my children 
they’d love to come back next week. It’s a big deal that 
they left the house to come to it so I’m over the moon!”

Grosvenor Hart Homes tenant

“It was so lovely to see my kids 
	� smiling so much and spending 
time with their siblings and 
neighbours”

Grosvenor Hart Homes tenant
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Throughout the year we held 12 sessions with Worry Wizard. During these sessions, accredited counsellor 
Amy, who was part of last year’s Grosvenor Hart Homes Business Start-Up cohort, led a range of wellbeing 

activities to help children and young people manage their worries and anxieties. 
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Looking ahead
Going forward, our focus is to build on the learning from 
our proof-of-concept phase and grow our impact in new 
local authorities in the North West. Our ambition remains 
the same: to improve the life chances of 2,000 children, 
young people and their families through high-quality 
homes, by creating and fostering supportive communities 
and by providing tailored support for those who need it.

The next chapter is about 
turning early promise into 
a sustainable, scalable and 
evidence-led model that 
makes a lasting difference.

As we go forward, we’ll do 
the following:

�Grow our number of communities 
in a careful and considered way – 
we’ll seek opportunities to provide 
more high-quality affordable 
homes in areas where our model 
can respond to local needs and 
where there is a willingness to do 
things differently with partners 
who align with our mission and 
values. This will begin with 53 new 
homes in Merseyside.

Strive to be a great landlord 
and create places where 
communities can thrive – as 
a registered provider of social 
housing, we place safety, quality 
and customer service at the heart 
of our approach. This means 
maintaining homes to a high 
standard, delivering responsive 
and accessible repairs and housing 
services, listening to tenants and 
using their feedback to improve. 

Turn our model into something 
others can learn from – as we 
grow, we will develop a Grosvenor 
Hart Homes Practice Model so 
it can be delivered consistently 
across different places and 
partnerships.

Treat tenants as partners to 
build strong, supportive and 
sustainable communities – 
customer voice will continue 
to shape our approach, 
neighbourhood services 
and policies, and help create 
the connected, welcoming 
communities that are central to 
the Grosvenor Hart Homes model.

Develop our evidence base for 
outcomes-based housing – by 
bringing together independent 
evaluation findings from tenant 
outcomes data, learning on the 
ground and analysis of social and 
economic impact, we will continue 
to build the evidence for what 
works. This will help us show 
our impact, improve our model 
and encourage others to adopt 
approaches like Grosvenor  
Hart Homes.

Continue to build our support 
services to maximise impact 
– we’ll focus on refining our 
early-intervention approach to 
mental health and wellbeing, 
employability, education and 
family support, ensuring that 
support is targeted, practical 
and outcome-focused. We’ll help 
tenants build confidence, stability 
and resilience so that they can 
move towards independence and 
achieve their potential. 

Build on the great partnerships  
that make our model successful 
– we will continue to work closely 
with local authorities, Homes 
England, health, education, 
employment and voluntary sector 
partners to ensure our model 
meets local need and delivers 
tangible benefits. 
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The difference a Grosvenor Hart Homes 
home can make 
Grosvenor Hart Homes is about 
much more than providing a home. 
We believe that high-quality housing, 
personalised support and strong 
communities can help people build 
better futures. 

Because our approach is different, it’s important that we 
understand the impact it is making. That’s why we work 
with our tenants and independent experts to gather 
evidence about what is working well, what could be 
improved, and how we can help more people benefit from 
the Grosvenor Hart Homes model.

In July 2026, we published the latest findings from our 
independent evaluation by Sonnet. The report shows that 
Grosvenor Hart Homes is making a positive difference to 
the lives of children, young people and families. It found 
that having a good-quality, affordable home alongside 
tailored support and a supportive community is helping 
tenants feel more secure, improve their wellbeing, develop 
life skills and build brighter futures for themselves and 
their families.

The findings showed that:

•	� By moving to Grosvenor Hart Homes, tenants 
experienced more stable housing and felt secure in their 
homes.

•	� Tenants are engaging well with the support offered to 
improve their wellbeing, access the right services and 
overcome challenges before they reach crisis point.

You can read a summary of the evaluation here. The next 
evaluation report will be published in Summer 2027. 

On the following pages, you’ll find three stories of impact 
showing the progress made by some of our tenants.

Thank you to our tenants who have taken part in the 
evaluation or agreed to be part of our case studies to help 
us get the evidence we need to change more lives.

* The names of Grosvenor Hart Homes tenants featured in the stories 
of impact have been changed to protect the identity of individuals and 
permission has been obtained from the tenants to publish these case 
studies.

“�A Grosvenor Hart Homes home 
has changed our family’s lives 
massively. Prior to our tenancy 
our future as a family was looking 
bleak and things were looking 
uncertain due to the pressures 
that come with being parents, 
plus the additional pressures of 
neurodivergence. 
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•	� Young people and families are building confidence, 
developing life skills and making progress towards 
employment, education and independent living.

•	� Stronger community connections are helping to reduce 
isolation and create supportive neighbourhoods.

Now, almost a year later, we are 
happier and closer than we have 
ever been. Our daughters are 
doing well in a local school, we 
have real friends, we have a little 
more time because our daughters 
have their own space and a 
support network that is always 
there.”

Grosvenor Hart Homes tenant

OUR IMPACT FINANCIAL REVIEW
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Sam’s journey:  
Building confidence, one step at a timeSTORIES OF IMPACT

When Sam moved into Grosvenor Hart Homes, life felt 
difficult and uncertain. They were managing anxiety, 
disrupted sleep, money worries and the everyday 
pressures of living independently. Some days, even simple 
tasks felt too much.

With steady support from the Grosvenor Hart Homes 
team, Sam began to take small, practical steps forward. 
This included help with appointments, rent and bills, 
setting up routines, managing their home and building 
confidence to get out and about. Walk-and-talk sessions 
also gave Sam space to talk things through in a way that 
felt comfortable.

Over time, those small steps have made a big difference. 
Sam has kept their tenancy, grown in confidence and taken 
more ownership of daily tasks. They have also secured and 
sustained part-time work, which has become an important 
part of their routine and wellbeing. Work has helped Sam 
feel proud, useful and more connected to others.

Sam moved into a 
Grosvenor Hart Homes 
home in 2024. As a child, 
they had spent many 
years in foster care. 
Following some time at 
university, Sam was ready 
for independent living 
and to become part of the 
Grosvenor Hart Homes 
community. 

Sam has also found positive ways to look after their  
mental health. Walking, skating, music and creative 
expression have all helped them manage difficult feelings. 
Their music, in particular, shows how far they have come, 
moving from past struggles towards a more hopeful view 
of the future.

Relationships have strengthened too. Sam has built  
trust with staff, developed friendships with neighbours 
and made progress in speaking more openly with family. 
These connections have helped create a stronger support 
network around them.

Sam describes feeling “blessed” to live at Grosvenor  
Hart Homes and values having support close by when  
they need it.

Sam’s story is not about one big change. It is about many 
brave, everyday steps that have added up to real progress. 
With the right support and growing self-belief, Sam is 
building a more stable, confident and hopeful future. 

Impact at a glance: With stable 
housing and tailored support, Sam 
has grown in confidence, sustained 
employment, strengthened their 
support network and taken greater 
control of daily life.
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Sarah’s journey:  
Giving a family room to breatheSTORIES OF IMPACT

Sarah was already doing something extraordinary. As 
a mum of four and a Connected Carer for Mia, she had 
opened her home to family when it was needed most. But 
her previous three-bedroom property was overcrowded, 
leaving her unable to give every child the space, calm and 
safety they needed.

Moving into a four-bedroom Grosvenor Hart Homes home 
changed that. Sarah’s son now has his own bedroom, the 
children have more room to play, and the family has a 
modern, spacious home that supports daily life rather than 
adding pressure to it.

This was not just about bricks and mortar. The Hart 
Practitioner worked alongside Sarah to make sure her 
children’s needs were clearly understood, bringing 
together housing, health, education and SEND 
professionals through a Team Around the Family approach. 
That joined-up support helped turn a difficult situation into 
a more stable one.

Sarah also found something she had not expected: 
connection. After initially keeping herself to herself, she 
began building trusted relationships with the Grosvenor 
Hart Homes team and neighbours who understood 
the pressures of caring for children with additional 
needs. She is now an active part of the Grosvenor Hart 
Homes community, offering support to others as well as 
receiving it.

Sarah moved into a four 
bedroom new build 
Grosvenor Hart Homes 
property in the spring 
of 2025. Sarah has four 
children and is also a 
Connected Carer for a 
family member. Two of 
Sarah’s children have 
additional needs and the 
family’s previous home 
was overcrowded. The 
family needed a fresh 
start.

“�I feel like I’ve won the 
lottery with this house”

For Sarah, the move has meant more than a new address. 
It has given her family room to breathe, helped her 
continue her role as a Connected Carer, and created the 
right foundations for the children to feel safer, calmer and 
more settled.

Sarah’s message to other carers: If you are a Connected 
Carer or foster carer thinking about Grosvenor Hart 
Homes, having the right space has made a real difference. 
It has meant less pressure, more stability and a home 
where the children can grow, feel safe and belong.
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Impact at a glance: Sarah’s 
Grosvenor Hart Homes home has 
helped her continue caring for Mia, 
given each child more space and 
stability, and helped the family build 
stronger links with neighbours and 
the wider Grosvenor Hart Homes 
community. 
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Stacey’s journey:  
A fresh start for a family STORIES OF IMPACT

When Stacey was referred to Grosvenor Hart Homes, 
life felt overwhelming. The family had been through 
bereavement, trauma, mental health difficulties and 
physical health challenges, while the children’s school 
attendance and engagement had also been affected. 

Although Stacey is still early on in her journey, Grosvenor 
Hart Homes accommodation has helped create a calmer 
and more predictable home environment. With less 
pressure from overcrowding, Stacey and her children 
have had more space to focus on routines, wellbeing and 
rebuilding family stability.

This was not just about providing a home. The Grosvenor 
Hart Homes team worked alongside Stacey and her 
children in a trauma-informed and family-centred way, 
offering wellbeing support, practical problem solving and 
help to navigate health, housing, education and other 
services. 

Stacey was also supported to better understand her own 
needs, including help to access the ADHD assessment 
pathway and prepare for appointments. This helped her 
build self-awareness, confidence and clearer next steps 
for the future. 

Stacey is a single parent of 
two secondary school-
aged children. Before 
moving to Grosvenor 
Hart Homes in 2025, the 
family had experienced a 
long period of instability 
and were living in 
significantly overcrowded 
accommodation, which 
was adding pressure to 
family life and making 
it harder to maintain 
routines.

The support also helped the family reconnect with daily 
life and the wider community. Stacey and her children were 
encouraged to take part in activities in the community, 
build social connections and explore creative interests, 
helping to reduce isolation and support her wellbeing. 

Over time, Stacey has begun to feel more confident 
in seeking support, managing stress and using coping 
strategies. The children have benefited from greater 
consistency at home and improved opportunities to 
engage with education and routines. 

Stacey’s story shows that recovery does not happen all at 
once. With a safe home, trusted relationships and the right 
support around the family, Grosvenor Hart Homes has 
helped create the conditions for Stacey and her children 
to move from coping towards a more stable and hopeful 
future.

Impact at a glance: By combining 
a stable home with personalised 
support, Grosvenor Hart Homes 
has helped Stacey and her children 
create the conditions for recovery, 
stronger family routines and a more 
hopeful outlook for the future.
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‘A placement with lasting impact’  
My social work placement at  
Grosvenor Hart Homes STORIES OF IMPACT

A chance to learn and connect Over the four months of 
my social work placement at Grosvenor Hart Homes, I had 
the opportunity to work alongside tenants and see for 
myself the difference that compassionate, person-centred 
support can make. It reminded me that every person’s 
journey is different, and that the best support is always 
shaped around individual strengths, needs and hopes for 
the future.

Celebrating small steps One of the most powerful things 
I learned during my placement was how progress is so 
often made through small but important steps. Seeing 
confidence grow, engagement increase and tenants begin 
to join in with community activities showed me what can 
happen when people feel supported and believed in. 

Frances is a Year 1 Masters Social 
Work student from the University of 
Salford, who joined the Grosvenor Hart 
Homes team for a 70 day placement 
as part of her course. She has written 
about her experience with Grosvenor 
Hart Homes and what she learnt.

Learning from people’s strength Listening to tenants’ 
experiences gave me a deeper understanding of the 
challenges many people have faced, and the strength 
it can take to keep going each day. It also reinforced 
for me the importance of trauma-informed practice, 
showing how past experiences can shape trust, 
confidence and engagement. Above all, it highlighted the 
need for patience, kindness and relationships built on 
understanding.

Relationships that make a difference Throughout my 
placement, I saw the Grosvenor Hart Homes approach 
in action through the relationships built with tenants 
every day. Working alongside people in a respectful, 
supportive and non-judgemental way helps to create a 
sense of safety, trust and belonging. I could see that these 
relationships are at the heart of the progress tenants 
make, giving them the space and confidence to move 
forward at their own pace.
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A placement with lasting impact Overall, my placement 
showed me how much can be achieved through 
steady support, everyday encouragement and strong 
relationships. It was a valuable experience, and I feel 
grateful to have learned from both the Grosvenor Hart 
Homes team and the tenants whose stories, resilience 
and progress will stay with me. I am so pleased that I can 
continue to work with Grosvenor Hart Homes as a mentor 
for the tenants I met during my placement.
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Our performance
We know that a 
safe, stable home 
is one of the core 
foundations for a 
better future. 

This is why we are committed to being the best landlord 
we can be for our tenants, providing them with a home 
they are proud to live in and making sure our tenants 
can play an active role in shaping the communities they 
want to live in. 

We ask for feedback from our tenants regularly and in 
a variety of ways, and we make sure we listen and learn 
from their experiences so we can improve how we do 
things.

Tenant Satisfaction Measures

This year we carried out our first tenant satisfaction 
measure (TSM) perception surveys with our tenants.

What are TSMs?
Small registered providers like Grosvenor Hart Homes 
are required by the Regulator of Social Housing to 
collect tenant views and performance information 
and publish the results every two years. TSMs indicate 
how we are performing as a landlord and help us to 
understand how we can do better for our tenants.

TSM Metric – % GHH  
Social Housing

GHH  
Market

GHH  
All

Sector 
benchmark*

TP01: Overall satisfaction 97% 93% 96% 81%

TP02: Satisfaction with repairs service 96% 100% 97% 81%

TP03: Satisfaction with time taken to 
complete most recent repair

96% 100% 97% 77%

TP04: Satisfaction that the home is well 
maintained

97% 100% 98% 80%

TP05: Satisfaction that the home is safe 97% 100% 98% 85%

TP06: Satisfaction that the landlord listens 
to tenant views and acts upon them

95% 86% 92% 72%

TP07: Satisfaction that the landlord keeps 
tenants informed about things that matter 
to them

100% 100% 100% 81%

TP08: Agreement that the landlord treats 
tenants fairly and with respect

97% 100% 98% 86%

TP09**: Satisfaction with the landlord’s 
approach to handling complaints

75% 0% 50% 45%

TP10: Satisfaction that the landlord keeps 
communal areas clean and well maintained

84% 80% 83% 75%

TP11: Satisfaction that the landlord makes 
a positive contribution to neighbourhoods

95% 100% 96% 75%

TP12: Satisfaction with the landlord’s 
approach to handling anti-social behaviour 

90% 83% 88% 70%

There are a total of 22 TSMs. They are made up 
of 12 tenant perception questions (which we get 
from asking our tenants about our services) and 10 
management information questions (which we get from 
our housing systems).

Whilst we are only required to survey social housing 
tenants, we also survey our market rent tenants so they 
can share their views too.

How did we do?
We carried out our TSM surveys between November 
and December 2025. The survey was completed by 
97% of our social housing households and 79% of 
our market rent households. We think this means the 
results are representative of the Grosvenor Hart Homes 
tenant population.

For more information about our TSMs and to see our 
management information results, please click here.

* 	� Performance has been benchmarked against a target of top quartile performance. This is compared to 
government figures published in November 2025 for RPs who own more than 1,000 homes as the government 
do not collect or report on performance data for RPs who own less than 1,000 homes.

** 	�GHH recorded only two formal complaints during the reporting period. However, TP09 is a tenant perception 
measure based on survey responses rather than recorded formal complaints. We have therefore reported all 
tenant responses to this question, including from tenants who had not themselves made a formal complaint. 
Four social housing tenants and two market rent tenants responded to this question.
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The results for 2025/26 are here:
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https://www.grosvenor.com/social-enterprise-7c340789406fcc48b14e0b99aff29a81/tenant-satisfaction-measures?_gl=1*1b7b78*_up*MQ..*_ga*MjU3MzgzNzEwLjE3ODI3MjQwNzQ.*_ga_86R3F7B84Y*czE3ODI3MjQwNzMkbzEkZzAkdDE3ODI3MjQwNzMkajYwJGwwJGgw*_ga_9B5D7GH3D5*czE3ODI3MjQwNzMkbzEkZzAkdDE3ODI3MjQwNzMkajYwJGwwJGgw


Complaints

We want to make it easy for tenants to tell us if they are 
unhappy with any of the services Grosvenor Hart Homes 
provides, so we can put things right and use what we have 
learnt from complaints to improve our services.

This year we worked with our tenants to update the 
Grosvenor Hart Homes Complaints Policy so it was clearer 
and more accessible. Feedback we got included:

•	� Making it easier to find information about our 
complaints process and to find our policy

•	� Making it clear what the difference between a service 
request and a complaint is

•	� Explaining the role of the Housing Ombudsman more 
clearly, including how tenants can benefit from it

•	� Being clearer about how we can support tenants who 
might find it difficult to access our complaints policy

•	� Being transparent with tenants about what we have 
learnt from complaints we have received

As a result, we have a new customer friendly poster which 
explains how we deal with complaints. Our tenants helped 
us pick the best design!

Headlines – 2025/26

During the reporting period, we received a  
total of two complaints.

One complaint related to Grosvenor Hart Homes Limited, 
which is our regulated social housing company, and the 
other related to Grosvenor Hart Homes Properties  
North-West Limited which manages our market rent 
properties. 

One of these complaints was resolved at  
Stage 1 of our complaints process.

One of these complaints was dealt with at Stage 2 of our 
complaints process.

All complaints were dealt with within the timescales set 
out in the Grosvenor Hart Homes Complaints Policy.

None of the complaints were escalated to  
the Housing Ombudsman Service in this reporting period.

Complaints related to issues including the timeliness 
of our repairs service and how we communicate with 
tenants when there are delays, and how we have dealt with 
neighbourhood issues and anti-social behaviour.

You can provide feedback or make a 
complaint in the following ways: 
•	� by telephone on 01244 563777 (core 

office hours: Monday-Friday, 9am-5pm) 
•	� by email to feedback@grosvenorhart.com 
•	� by filling out a Complaints Form or 

through the My Home Portal
•	� in person or in writing to any of our offices

What is the Housing Ombudsman?

The Housing Ombudsman Service is an 

independent, free and impartial body which 

investigates complaints about social housing 

landlords.

Grosvenor Hart Homes Limited, which 

manages our social housing, is a member of the 

Housing Ombudsman Scheme. The Housing 

Ombudsman sets out standards for landlords 

to deal with complaints and landlords like 

Grosvenor Hart Homes are required by law to 

follow the Housing Ombudsman Complaint 

Handling Code for 2024.

Our social housing tenants can contact the 

Housing Ombudsman if they feel Grosvenor 

Hart Homes is not following its complaints 

policy, or if they have been through the 

Grosvenor Hart Homes two-stage complaints 

process but do not feel that the issue has been 

resolved.

You can find out how to contact the Housing 

Ombudsman service here.

We review our Complaints Policy and 

procedures to make sure we comply with the 

Housing Ombudsman’s Code. We carry out a 

Housing Ombudsman self-assessment every 

year and you can find the latest one here.

The Housing Ombudsman is not available to 

market rent tenants. The Renters’ Rights Act 

2025 is expected to introduce an ombudsman 

for private rented tenants in 2028.
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https://www.grosvenor.com/getattachment/6392a911-d63c-4543-854a-d0bb8310a5a3/GHH-Complaints-poster_7.pdf
https://forms.office.com/e/qKkgprun9P
https://grosvenor.myhome-portal.com/complaint
https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
https://www.housing-ombudsman.org.uk/contact-us/
https://www.grosvenor.com/getattachment/75cdb2f1-12c4-41ae-a945-2c0aabfc94bd/GHH-Housing-Ombudsman-Self-Assessment-September-2026.pdf


Giving our communities a voice 
Throughout 2025/26, tenant voices 
have been at the centre of Grosvenor 
Hart Homes’ work. We have listened 
to all feedback and used the insights 
to improve services, strengthen 
community involvement and guide  
decision-making.

•	� Grosvenor Hart Homes Complaints Policy 

•	� Grosvenor Hart Homes Customer Service Standards

•	� Grosvenor Hart Homes Repairs and Maintenance Policy 

•	� Grosvenor Hart Homes Property Health and Safety Policy

•	� Grosvenor Hart Homes Equality, Diversity and Inclusion (EDI) Policy

•	� Grosvenor Hart Homes Anti-Social Behaviour (ASB) Policy

These reviews have helped to improve the clarity and accessibility of our policies, making them 
easier to understand, more transparent and more responsive to the needs of our tenants.

Our Customer Voice Framework is available here.  

This year:

Weekly tenant e-bulletins 
were delivered consistently 
throughout the year, 
tailored to the needs of 
each community, improving 
communication and 
keeping tenants informed

184 community events  
were delivered, with a 
total of 1,017 attendances, 
supporting engagement, 
participation, and 
community cohesion

218 hours of Grosvenor 
Hart Homes tenants 
supporting their 
neighbours and Grosvenor 
Hart Homes community 
through Community 
Commitments

A piece of community artwork 
was also installed, informed 
by feedback from Priory Place 
residents, who actively contributed 
to its design and development, 
demonstrating a visible and lasting 
impact of tenant involvement
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Our Customer Voice Panels have 
enabled our tenants to directly 
influence a number of core policies. 
In 2025/26, these have included the 
following policies:

COMMUNITY VOICE FINANCIAL REVIEW

https://www.grosvenor.com/getattachment/8f92ae0b-ec25-45da-8e9a-39981c37e15d/2026-06-30-GHH-Customer-Voice-Framework-2026-27.pdf


You said, we did
You said: 	 “We want more say in our community.”
We did: 	 �Introduced Neighbourhood Forums, giving tenants more opportunities 

to share ideas and shape local issues.

You said: 	� “Make things clearer and easier to understand.”
We did: 	 �Worked with tenants to review and simplify key policies, making them 

more accessible and user-friendly.

You said: 	 “Show us that our feedback matters.”
We did: 	 �Ensured tenant views are shared with Grosvenor Hart Homes’ 

leadership team and Board, and communicate with tenants how 
feedback has shaped decisions and service improvements.

You said: 	 “Make it easier to report repairs.”
We did: 	 �Introduced the My Home tenant portal, enabling tenants to log repairs 

more easily, quickly, and conveniently.

You said: 	 “I want to check my rent balance anytime.”
We did: 	 �Enabled 24/7 access to rent statements online for tenants via the My 

Home tenant portal.

You said: 	� “Make the communal gardens in Chester feel 
more welcoming and reflect the community.”

We did: 	 �Worked with tenants to co-design and install a mural in the communal 
gardens, creating a space shaped by your ideas.

You said: 	� “We want to rename our weekly coffee morning so 
it better reflects our community.”

We did: 	 �We asked tenants for ideas, and they came up with the name 
Brew Crew.

Here are some of the improvements we are making in response to feedback 
we received from you this year:

Improving how we manage 
neighbourhood and ASB issues – 
involving a full review of our current 
Neighbourhood Management and 
ASB policies and providing new 
tools to our teams to help them to 
better triage and understand the 
impact of these issues on those 
experiencing anti-social behaviour.

Making our repairs processes 
more consistent and reliable – by 
improving how we work with and 
monitor our external contractors 
and keeping closer track of our 
repairs so we can take swifter 
action when things slip, with more 
oversight from our senior teams. 

Giving our tenants more ways 
to tell us about the things that 
matter to them – through our 
new Grosvenor Hart Homes 
My Home Portal for tenants, 
more ad-hoc surveys, a new 
and improved Customer 
Voice Framework and regular 
Neighbourhood Forums so 
we know more from tenants 
about what’s going on in their 
communities.

Strengthening how we record 
and log key information, so we 
have a clearer picture of what is 
going on for our tenants – this 
includes making better use of our 
systems to keep accurate and up 
to date records.

Making sure our communication 
with tenants is always clear, 
consistent and transparent 
– including being prompt with 
appointments, doing what we 
say we will do, providing clear 
information about our services 
and processes, and always 
communicating with kindness, 
understanding and respect.

Agreeing clear service standards 
with our tenants – so you know what 
you can expect from us and hold us 
to account.

You can find out more information 
about our learning from complaints 
and how we are planning to do 
better in 2026/27 in our Annual 
Complaints Performance and 
Service Improvement Report here.

Building our Community 
Curriculum with our tenants 
– so there’s more variety and 
everyone can share their skills and 
experience and get involved.
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https://www.grosvenor.com/getattachment/f51ab389-80d3-4982-9cb1-fc8dc3dcbc23/GHH-Annual-Complaints-Performance-and-Service-Improvement-Report-2025-6.pdf


An annual review is undertaken of how well Grosvenor 
Hart Homes has complied with the two key regulatory 
frameworks which relate to compliance in the social 
housing sector. Those two frameworks are:

•	 The NHF Code of Governance 2020

•	� The Regulator of Social Housing (RSH) regulatory 
standards 

In relation to compliance with the NHF Code of 
Governance 2020, the annual review undertaken in 2026 
supports our view that Grosvenor Hart Homes complies 
with the spirit of the code and the principles set out in it. In 
relation to compliance with the RSH regulatory standards 
we are confident that we meet the key requirements 
under each standard. 

We are constantly striving to innovate and improve the 
customer experience offered to our tenants and to 
enable this we will retain a sharp focus on regulatory 
compliance. As reported elsewhere in this review, we feel 
that compliance with the requirements of the regulatory 
frameworks is also evidenced through our Tenant 
Satisfaction Measures performance.  

How we work
Grosvenor Hart Homes aims to 
operate to the highest standards 
of governance and regulatory 
compliance. This helps ensure that  
we provide a high standard of service 
to our tenants and fully comply 
with the social housing regulatory 
framework.

You can find further information on how we are governed 
as well as profiles of our Board Members and Executive 
Leadership Team on our website – Grosvenor | Grosvenor 
Hart Homes Board and Leadership Team.
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https://www.grosvenor.com/about-us/our-people-2e99a4c93c49100fe0bb82bdea5d432a/grosvenor-hart-homes-d86e642724f9e2b4ec56b493d12a2bac
https://www.grosvenor.com/about-us/our-people-2e99a4c93c49100fe0bb82bdea5d432a/grosvenor-hart-homes-d86e642724f9e2b4ec56b493d12a2bac


Equality, diversity and inclusion (EDI) is key to the mission 
of Grosvenor Hart Homes to improve life chances for 
vulnerable children, young people, and their families. We 
have zero tolerance for discrimination and prejudice and 
always strive to be the most inclusive and welcoming 
organisation we can be.

We have a dedicated EDI action plan which is reviewed by 
our Board every year and sets out what we need to do to 
improve in this area.

This year, we held a session with tenants to get feedback 
on what Grosvenor Hart Homes could do better 
around EDI and how we could improve our policy. We 
were pleased that tenants felt Grosvenor Hart Homes 
communities were inclusive and that staff follow our 
policy. We received useful feedback on how to improve the 
policy, including clearer guidance on what is means to be 
respectful, the impact of assumptions, and how tenants 
should uphold these values too.

We’ll be producing an easy-read version of our policy 
and sharing this across our communities in the coming 
months.

Our commitment to 
equality, diversity and inclusion
Our Grosvenor Hart Homes 
communities include people 
from different backgrounds 
and experiences. We know our 
communities are strongest when 
everyone feels listened to, respected 
and valued, and when people have the 
support they need to thrive.

You can find the 
Grosvenor Hart 
Homes Equality, 
Diversity and 
Inclusion policy here.

This year, we also did a detailed analysis of the personal 
characteristics of our tenant group, the Grosvenor Hart 
Homes team and Board to help us understand how we 
could be more representative of our communities.

Although we currently have a small team, it has shown us 
that as we grow we need to increase the diversity of the 
Grosvenor Hart Homes team. 

Here are some of the things we will focus on as we move 
forward with EDI:

•	� Listening to all tenants and making sure everyone can 
access our services and have their voice heard.

•	� Hearing from tenants with a range of needs and taking 
action where support can be improved.

•	� Keeping tenant information up to date so we can 
understand any changing needs and where we might 
need to tailor our approach. 

•	� When we recruit new Grosvenor Hart Homes team 
members, appointing great people while considering 
how we can better reflect and understand the 
communities we serve.
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•	� Continuing to train and develop the Grosvenor Hart 
Homes team and Board on EDI.

•	� When we procure new partners, ensure they are aware 
of and uphold our values around EDI

•	� Consider EDI impact when we are updating our policies, 
procedures or processes.

•	� Carry out an EDI analysis so we can see whether there 
are any trends or any unequal experiences we need to 
address.

•	� Work with tenants to create a diverse community 
curriculum which reflects the communities we serve. 

GOVERNANCE FINANCIAL REVIEW

https://www.grosvenor.com/getattachment/21e7a162-f84f-4c73-ba33-5c3b5b51b337/2026-01-28-GHH-EDI-Policy.pdf?lang=en-GB


How we make the best use of our finances
Being a responsible landlord means working hard to 
maintain and improve services tenants can trust, while 
making decisions that enable our business to scale.

Every year we report on the finances of our Registered 
Provider of social housing, Grosvenor Hart Homes Limited. 

This year Grosvenor Hart Homes Limited…

Made a net operating loss of (£690k) which 
was in line with budget and reflects the 
early stage we are at in our operation as a 
registered provider

Reported rent arrears of 3.52%Received £238k in rental income Acquired 28 homes, taking our total social 
housing homes to 42. Grosvenor Hart 
Homes Limited had 1 void (2%) as of the end 
of March 2026

Ended the year with sufficient cash in hand 
of £5.2m to fund operations and capital plans 
for the next 12 months
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The full financial statements for Grosvenor Hart Homes Limited are available here.
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Value for Money

We are committed to providing value for money by making 
the best use of our resources to deliver quality homes, 
reliable services and meaningful improvements for tenants.

These strategic priorities have been delivered to date as 
follows:

•	� Putting in place responsive and out of hours property 
repairs and maintenance arrangements

•	� Implementing a new housing case management system 
and tenant portal

•	� Implementation of tools for tenant opinion (surveys etc) 
as tenants moved into our first properties

•	� Completion of Tenant Satisfaction Measures and 
performance monitoring 

•	� Acquisition and intra-group transfer of high-quality, 
affordable homes 

•	� Development of an asset management policy which 
creates a system of controls and an investment plan 
based on robust stock condition data

•	� Implementation of the Stock Condition Database 
system

Maximise 
social impact 

through 
deployment of 

resources

Robust and 
rigorous 
focus on 
quality

Retain  
flexibility 

during the early 
development 

of the 
organisation

We have identified three strategic priorities for 
achieving value for money:

Optimise economy, efficiency and effectiveness 
in the delivery of strategic objectives

To assess whether we are on track with these strategic 
priorities and delivering Value for Money for our tenants 
we ask ourselves the following important questions: 

Is my rent good value?

Just over half of our social housing properties are let at 
intermediate rent, which is around 30% less than the local 
private market rental value. The rest are let at social rent, 
which is around 50% less than the local private market 
rental value. On average, our rents are 60% of private 
sector rents at local authority level. All our homes are new 
or recently refurbished, with integrated appliances and 
carpets included at no extra cost to tenants.

68%
3%

7%

22%

Staff costs

Repairs and 
maintenance costs

Tenancy and 
property 
management costs

Office and 
management costs
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Is my rent well spent?

We have a strong customer focus and are committed to 
providing better information to make this assessment 
more transparent for tenants. The chart below explains 
how rent from our Registered Provider Grosvenor Hart 
Homes properties paid for our services in 2025/26: 

2025/26 was our first full year of operation as a Registered 
Provider. Our homes were either newly built or recently 
refurbished, so maintenance costs were low, with most 
expenditure relating to staff and management costs. 
How we spend our money will change as we acquire more 
homes and evolve as an organisation.

FINANCIAL REVIEW



Contact us:

Call us on 
01244 563777

Email us at
hello@grosvenorhart.com

Grosvenor Hart Homes Limited, 70 Grosvenor Street, London, W1K 3JP, Companies House Registration No:  13923081, Registered with the Regulator of Social Housing 5201

mailto:hello%40grosvenorhart.com?subject=
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