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For more information about how Housemark is supporting the sector please contact elaine.middleton@housemark.co.uk. 

Top 5 strategic priorities for 2021/22 
With the vaccine rollout moving quickly, the end of the pandemic feels in sight. We wanted to learn about 
the sector’s plans for the future – our insight shows the most common sector priorities for the coming year.  

1 
Customer service  
In preparation for strengthened consumer regulation in England, landlords are focusing on the service 
delivered to residents. Directly strengthening engagement with residents, delivering a first-class service 
every day, and directly addressing White Paper proposals are key themes across the sector. 

2 
Organisation design 
As executive teams start to think about life after the pandemic, organisation design has become a 
common theme. Offering a better work-life balance to staff, delivering new IT systems and new roles to 
support consumer regulation and H&S requirements were key areas of focus. 

3 
Development 
Since the introduction of COVID-safe ways of working, landlords are able to start building more and 
make up for lost time. The sector is exploring new and innovative ways of creating supply and 
understanding the balance between investing in new stock and retrofitting. 

4 
Asset investment 
With many major works put on hold during lockdown and landlords still in the early stage of planning 
large-scale decarbonisation projects, the sector is looking to recover and step up its work to make 
social housing carbon neutral, low cost and comfortable for people to live. 

5 
COVID recovery 
Over the last year, the social housing sector has experienced a decade of change in some services. 
Landlords are focused on clearing backlogs and implementing recovery plans, with many looking to 
build back better services and provide extra support to their communities in 2021/22. 

Road to recovery 
The second lockdown has had a much smaller impact on the sector as landlords have become more agile, 
responsive, and knowledgeable about staff and residents. 

Sickness levels fall 
 
 
Sickness absence rates fell by 3.2% over February with 
more than half of landlords recording a reduction. As 
infection rates continue to fall, we expect to see 
employees return to hybrid office-working over the 
summer which will help address concerns about staff 
mental health and wellbeing. 

57% 
Lettings bounce back 
 
 
After a winter lull, we have found that lettings services 
have bounced back with two thirds of landlords 
recording an increase.  
A rise in lettings is positive for the sector. We estimate 
that it will take the sector 2-3 months of increased 
activity to reduce the backlog of empty properties. 

66% 

Repairs backlogs will be small 
 

 

The decisions landlords have made around service 
continuity continue to cause differences in repairs 
performance. We expect to see some landlords dealing 
with greater backlogs of repairs into the summer – 
though these will be much lower than the backlogs dealt 
with over summer 2020. 

Arrears are improving 
 
 
 
After the first lockdown eased in June, arrears 
movements have been small – generally moving 1 to 
2% up or down month-on-month.  
February was no exception as arrears reduced by 1%, 
suggesting the sector is getting back on track. Some 
landlords have made better progress than others, 
driven by the rollout of Universal Credit. 
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