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1 The Strategy

2 Aims

The Asset Management Strategy sets out our plans for managing our homes from 2025
to 2028. It will guide our strategic property-based decisions, ensuring our homes are
safe, well-maintained, receive capital investment when required and are fit for a
sustainable future. The overarching aim of this strategy is:

“To ensure Jigsaw provides decent, safe, warm homes that are energy
efficient and well-maintained, alongside well-maintained space
around them.”

To deliver this aim the following strategic themes will be developed:

» Ensuring our homes comply with all regulatory and legislative standards in
relation to building safety, fire safety, and asset management compliance.

» Ensuring compliance with the requirements of the anticipated revisions to the
Decent Homes Standard (DHS) for all tenanted homes, as a minimum.

» Undertaking regular physical inspections of all homes to confirm our homes are
free from serious hazards and remain in a good state of repair.

e Focusing our asset investment delivery model on replacing “key” property
components towards the end of their useful life, informed through the findings
from annual property inspections, repair trend analysis and stock condition
surveys.

» Carrying out energy efficiency initiatives that will benefit our homes and
residents to achieve Jigsaw’s sustainability goals.

» Making it easy for our residents to report repairs to us and respond promptly
with good lines of communication throughout the process.

» Ensuring our residents feel safe and well informed of how we intend to keep
them safe in their homes.

» Having plans in place for managing the risks to our homes and residents
associated with fire, flood, and adverse weather.

» Maximising our use of direct delivery of maintenance services, focusing on
technician productivity to control our costs and achieve value for money in the
delivery of our services.

« Investing in our skilled technicians and supporting local employment, training
and development, apprenticeships and utilizing this approach to embed a
person-centric, empathetic culture in our service delivery to residents.

» Focusing on knowing our estates and the space around our estates, creating an
environment where residents find enjoyment living in their community.
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10.

3 Scope

This strategy applies to all assets owned and maintained by Jigsaw Homes Group
Limited including our homes, communal areas, offices, land, garages, and estates
where Jigsaw operates.

It applies consistently across all homes managed by Jigsaw and will be delivered
through three regional teams based in Ashton-Under-Lyne, Leigh, and Gedling.

Within the strategy we use the term “homes” to refer to all our assets including shared
ownership properties, Over 55’s accommodation, leasehold and shared ownership
properties and supported housing schemes.

4 Strategy Statement

4.1. Our Homes

At the time of writing, Jigsaw’s residential stock exceeds 37,400 homes, principally
social housing for rent, with coverage over the Northwest and East Midlands. Jigsaw
is currently active in thirty-six local authority areas.

A summary of Jigsaw’s stock can be seen in Appendix A.

In addition to the parent, Jigsaw Homes Group Limited, the principal members of the
group that adopt this strategy are:

 Jigsaw Homes Midlands
o Jigsaw Homes Tameside
» Jigsaw Homes North

» Jigsaw Support

Across our members, Jigsaw’s stock portfolio has continually grown over the past five
years through developing more than 2,500 homes across the North West and Midlands,
and we have plans to add more new homes through the life of this strategy. As a result,
our approach to managing a growing asset base continually needs to evolve, including
the resourcing of our in-house maintenance teams, the procurement of construction
partners to aid delivery of capital programmes, reviewing our materials supplies and
trades skills, and finding the most efficient service delivery model across a broadening
geographical footprint.

Jigsaw Homes Midlands
Jigsaw Homes Midlands is a registered social landlord formed in 2009 as part of a

stock transfer from Gedling Borough Council. The transferred stock is based within the
boundaries of the Nottinghamshire borough of Gedling, with 3,487 homes consisting

2 © 2025 Jigsaw Homes Group Ltd



11.

12.

of Victorian and post-war homes build before 1965 and several hundred new homes
built after the year 2000. Jigsaw Homes Midlands has a high proportion of Over 55’s
schemes which account for 26% of the homes we rent in the region. In the five
years following the transfer, £42m was invested in stock improvements to exceed the
Government’s decency targets. During the last stock condition survey in 2023, 98.6%
of the stock was found to meet the Decent Homes Standard with 1.4% non-decent
properties determined to be in-year failures that were remedied in the same year.
In the 12 months leading up to the creation of this strategy, 3,115 annual property
inspections have been completed with 99.76% of home scoring ‘reasonable’ or above
on component condition at the time of survey.

Jigsaw Homes Tameside

Jigsaw Homes Tameside has 15,228 properties largely transferred from Tameside
Council in 1999 with some new build properties added since then. It is home to
our principal corporate base in Ashton-under-Lyne, Greater Manchester, with most
of our homes in the region lying within the Tameside local authority area. Much of
the stock is estate based and built between 1945-1975. In the 10 years following
transfer, £200m was invested in stock improvements to exceed the Governments
decency targets. During the last stock condition surveys in 2019, 99.0% of the stock
met the Decent Homes Standard with the 1.0% non-decent properties determined to
be in-year failures that were remedied in the same year. A further stock condition
survey of 3,600 Tameside homes took place during late 2024 and at the time of
writing, the survey results were in the final stages of validation. In the 12 months
leading up to the creation of this strategy, 16,725 annual property inspections have
been completed with 99.69% of homes scoring reasonable or above on component
condition at the time of survey.

Jigsaw Homes North

Jigsaw Homes North has 14,528 properties with a further 1,337 properties managed
on behalf of Manchester City Council. The homes in Miles Platting have undergone
substantial refurbishment and continue to benefit through the Private Finance
Initiative which runs until 2037. Jigsaw Homes North has coverage in Manchester,
Oldham, Wigan, Leigh, Chorley, Cheshire, Sefton, Lancaster, and other outlying
areas. A quarter of the stock was built before the 1920’s, the remainder are a
mixture of Over 55’s accommodation and several thousand new homes built after
the year 2000. The North stock is geographically dispersed and therefore presents
challenges in terms of responsive maintenance. During the last stock condition survey
in 2021, 99.0% of the stock met the Decent Homes Standard with the 1.0% non-decent
properties determined to be in-year failures that were remedied in the same year.
In the 12 months leading up to the creation of this strategy, 16,175 annual property
inspections have been completed with 99.77% of homes scoring reasonable or above
on component condition at the time of survey.
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Jigsaw Support

Jigsaw Support manages 324 supported living homes and 512 agency managed units.
Our services provide homes throughout the North West and Midlands for 30 managing
agents. The team deliver a diverse range of services; from short-term temporary
accommodation to preventing homelessness to supporting victims of domestic abuse.
We have plans to carry out a stock condition survey on our Jigsaw Support homes
commencing in 2025. The annual property inspection records for Jigsaw Support
Homes are included within the reporting figures for Jigsaw Homes Tameside and
Jigsaw Homes North.

4.2. Building Safety
Higher-Risk Buildings

The management of our higher-risk buildings, defined as being residential buildings
over 18m in height or having seven or more storeys, is reported to the Building
Safety Regulator through several measures that demonstrate how effectively the
risks of high-rise buildings are being managed at an individual building level. At the
commencement of this strategy, Jigsaw meets the requirements of all measures
including;

» Registering all higher-risk buildings with the Building Safety Regulator.

o Naming “Accountable Persons” (and “Principal Accountable Persons” where
there is more than one accountable person).

» Producing a Building Safety Case for each qualifying building.
» Producing a Resident Engagement Strategy for each qualifying building.

» Producing a Mandatory Occurrence Reporting Procedure for reporting safety
occurrences. N.b Safety occurrences are significant incidents that: relates to
the spread of fire or structural failure and if the situation is not addressed the
safety occurrence would be likely to present a risk of a significant number of
deaths, or serious injury to a significant number of people.

Jigsaw owns or manages 15 buildings applicable under the Building Safety Act and 26
buildings applicable under the Fire Safety Act, which includes 11 buildings between
11m and 18m in height.

In January 2025, we produced a Building Safety Case specific to each higher-risk
building that will continue to be updated throughout the building’s lifetime. Residents
who live in our higher-risk buildings will have access to the information held in a
building specific Building Safety Case and they have been invited to participate in
developing a Resident Engagement Strategy for their building. Our work to consult
with residents on the proposed strategy for their building took place in December
2024, with feedback due to be incorporated prior to publishing to residents in April
2025.
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From the commencement of this strategy, we will use a digital platform to maintain
“live” records of the safety case for our higher-risk buildings, adding or removing
information as necessary to keep the safety case up to date.

Fire Doors

An extensive fire door remediation programme has been underway since 2023 and is
being delivered in eight phases to remediate almost 17,000 fire doors. Phase one of
the project is complete, which included 2,600 fire door remediations to our 26 tallest
buildings. Phase two of the project commenced in 2024 focused on our Over 55’s
and supported housing schemes, and from 2025 we will take a risk-based approach
to our remaining programme of general needs buildings and communal areas. The
remediation work includes inspecting all our fire doors to assess whether they
require future replacement, repair, or do not require any work. Where replacement
is required due to irreparable damage, doors will be replaced with a new FD30S to
meet current installation standards (a certified fire door giving minimum 30 minutes
fire protection against fire and smoke). In addition to the remediation programme,
in our 26 buildings over 11m in height, we also undertake quarterly checks of all
communal fire doors and annual checks of flat entrance doors to ensure they remain
compliant with current standards.

Facade Remediation

A facade remediation programme for our buildings that are over 18m began in 2022
and included the renewal of existing B2 rated cladding systems (a system containing
combustible material with limited contribution to fire) to two out of four tower blocks
in Tameside. The two remaining buildings, Assheton House and John Grundy House,
commenced refurbishment of the existing cladding system in 2024 with Assheton
House scheduled to complete in 2025 and John Grundy House in 2026.

During this strategy, anticipating changes likely to be announced in 2025 following
the Grenfell Tower phase two enquiry, a facade and remediation programme will be
completed for our 11m plus buildings and developed for all other residential buildings
below 11m in height where a facade exists on the building. We will expand the use of
our Resident Engagement Strategies to reinforce our approach to complying with The
Building Safety Act and how we consult with and manage the safety of our residents
living within them.

Achievements 2021-2024

» Completed a review of the existing facades on our 15 higher-risk buildings.

» Upgraded the facade of two of four of our higher-risk buildings in Tameside.

« Introduced annual external wall assessments of the facades of all higher-risk
buildings.

« Remediated 2,600 fire doors.
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« Introduced an annual information pack to residents reminding them what to do
in the event of a fire in their building.

« Installed ‘Premises Information Boxes’ to buildings over 18 metres high.

» Registered all higher-risk buildings with the building safety regulator and started
work on producing Building Safety Cases.

Objectives 2025-2028

» Complete the facade replacements on two of our tower blocks in Tameside
(Assheton House and John Grundy House).

o Complete 7,700 fire door remediations as part of phases three to five of the
programme.

» Implement building specific Resident Engagement Strategies for higher-risk
buildings.

» Ensure Mandatory Occurrence Reporting systems are utilized by tenants and
other building users effectively to allow us to comply with our obligations to
report safety occurrences.

» Obtain certified Building Assessment Certificates for all our higher-risk buildings
following assessment by the Building Safety Regulator.

4.3. Asset Management Compliance

Having robust asset management compliance is crucial to mitigating risks that are
associated with residents living in our homes. To achieve this, we employ a dedicated
compliance team to undertake regular on-site and desktop audits to ensure the highest
possible standards of work are achieved by our technicians and contractors.

We have developed comprehensive compliance policies which provide clarity around
how we manage the risks of staying compliant with legislation, and key performance
information is regularly provided through a compliance dashboard to the Joint Health
& Safety Committee, the Executive Management Team and to our board. We also
report the results from our Tenant Satisfaction Measures to the Regulator for Social
Housing annually and publish this information on our website for our customers and
stakeholders to view.

This strategy is supported with comprehensive policies and management plans for
each of the following areas:

» Gas Safety
 Electrical Safety

e Smoke and Carbon Monoxide Alarms

6 © 2025 Jigsaw Homes Group Ltd



Fire Safety

Damp and Mould

Water Hygiene

Asbestos

Lift Management

24.  Through implementing these policies, Jigsaw demonstrates it is meeting the
requirements set out under the following pieces of legislation:
» The Social Housing (Regulation) Act 2023

« Section 11 of the Landlord and Tenant Act 1985 for maintaining the structure
and exterior of our properties.

» The Fire Safety Act 2021 to take such reasonable precautions to prevent and
control the risk of fire in our properties and ensure the safety of our employees
and residents.

o The Gas Safety (Installation and Use) Regulations 1998 to ensure that any gas
appliances and flues within our properties are safe to use and maintained
correctly.

o The Control of Asbestos Regulations 2012 to manage asbestos containing
material in non-domestic premises and places of work.

» The Occupier’s Liability Act 1957 and 1984 imposes a ‘duty of care’ upon Jigsaw
to the visitors and users of play areas.

» The Health and Safety at Work Act 1974 places a duty upon Jigsaw to safeguard
the health, safety, and welfare at work of all employees.

» The Lifting Operations and Lifting Equipment Regulations 1998.
» The Management of Health and Safety at Work Regulations 1999 (MHSWR).

o The Smoke and Carbon Monoxide Alarm (Amendment) Regulations 2022.

Achievements 2021-2024

o Completed 11,589 work quality checks through a combination of in-house and
external audits.

» Expanded our audit resource in the compliance team to undertake quality audits
of new homes handed over by contractors and developers.

« Introduced monitoring against the Smoke and Carbon Monoxide Regulations for
all new lets.

 Introduced a new Lifting Equipment policy and completed a review of our
policies for gas, fire, building safety, electric, water hygiene and asbestos.
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Objectives 2025-2028

» To introduce auditing of damp and mould case management into the compliance
team’s annual audit programme.

o To introduce ‘compliance flags’ for monitoring active and closed damp and
mould cases, giving oversight and visibility to our Healthy Homes Team and senior
managers.

» To introduce property data elements to enable homes to be recognized as being
compliant with the DHS and Awaab’s Law.

4.4, Decent Homes Standard

This strategy is committed to ensuring our homes remain compliant with the current
Decent Homes Standard and the anticipated update to this standard in 2025. As
currently written, the four criterions of the DHS that apply to our homes are:

Criterion a: It meets the current statutory minimum standard for housing.

» Criterion b: It is in a reasonable state of repair.

Criterion c: It has reasonably modern facilities and services.

Criterion d: It provides a reasonable degree of thermal comfort.

Our homes have been previously assessed against the four DHS criteria and their status
against this standard has been recorded on our housing management system (HMS).
Through our process of annual property inspections and during changes of tenancies,
we aim to maintain properties before they fall into a non-decent condition. However,
sometimes component condition deteriorates faster than anticipated and therefore
homes can fall into a non-decent condition for a brief period. In these cases, the
non-decent condition will be recorded on the HMS until the required improvement is
completed.

Having benefitted from post-transfer investment in our existing stock and receiving a
regular injection of newly developed homes, it is rare for any of our homes to fail DHS
Criterion C (having reasonably modern facilities), as individual non “key” components
are replaced before they are old and in poor condition. However, if dwellings that
lack three or more of the modern facilities and services (DHS Criterion C) they are
recorded as non-decent on the HMS until the component is repaired or replaced. Again,
as part of our assessment procedure if a “key” component is old and, because of its
condition, needs replacing or major repair (Criterion B of DHS) it will be replaced
within a 12-month period. If a component failure is having a detrimental effect on the
occupancy or condition of the home, it will be treated as an urgent repair or urgent
replacement within a matter of weeks. These homes will be recorded as non-decent
on the HMS until the component is replaced.

If a Housing Health and Safety Rating System (HHSRS) category 1 hazard is identified
(DHS Criterion A) through our annual property inspections or stock condition surveys,

8 © 2025 Jigsaw Homes Group Ltd


https://assets.publishing.service.gov.uk/media/5a7968b740f0b63d72fc5926/138355.pdf

29.

30.

31.

32.

33.

it will also be treated as an urgent repair and recorded as non-decent until resolved.
Our surveyors will follow a HHSRS indicative survey method to assess and rate hazards
as category 1 (serious or immediate risk) or category 2 (non-serious or immediate
risk).

Our expectation is that every home, where access to undertake works or refusal of
works has not been an issue, will provide a reasonable degree of thermal comfort
(Criterion D of DHS). When the main form of heating fails in a home, it will be treated
as an urgent repair and usually be repaired or replaced within days. Our heating
replacement programme aims to replace all gas boilers within 15 years to reduce
the likelihood of urgent replacements.

4.5, Stock Condition Surveys

Across the social housing sector there has been gathering recognition that a traditional
10% or 20% independent stock condition sample approach is less reliable for long-term
asset management planning, nor does it align with the new regulatory standards
where Landlords are expected to ensure the safety of residents homes through making
regular physical inspections and keeping an updated record of this information.

Leading up to this strategy’s formation, we took steps towards strengthening our
traditional approach for future stock condition surveys. From early 2025, we recruited
in-house stock condition surveyors to undertake a rolling programme of physical stock
condition surveys across 100% of our homes over a four-year period. We will develop a
digitally integrated survey model that will gather information across the key criteria
of DHS and HHSRS that will be used to expand our live records and present accurate
levels of decency within our portfolio.

We have adopted a data driven approach to risk profiling our homes for undergoing
stock condition surveys. We will utilize a selection of key data sources to inform our
knowledge of every home, which will inform us of the priority and frequency our
homes will be assessed. The key data sources include:

» The age, archetype, and tenure of the home.

» The last void date (and was therefore subject to refurbishment to DHS).

» The last stock condition survey date.

» The last completed annual property inspection date.

» The annual inspection score of “key” components and whether any hazards were
recorded (including damp and mould).

o The age of the five main components (kitchen, bathroom, windows, roof,
heating).

o The number of repairs recorded in the home during the last three years.

Each data source generates a risk score which when combined will risk profile every
home against a scoring matrix. This will then inform us of our future survey programme
and be refreshed at regular intervals.

9 © 2025 Jigsaw Homes Group Ltd
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To further strengthen our approach, this strategy will enhance the annual property
inspections we have been completing on our homes for more than five years. These
surveys will adopt the baseline requirements of DHS and HHSRS and include inspecting
and recording the condition of the main property components, both internally and
externally, and verifying that there are no serious hazards that may require repair or
intervention. In the event of a main component being recorded in poor condition or a
hazard being identified, this will trigger a surveyor’s inspection to survey the defect
and arrange remedial action. Our staff undertaking these inspections will receive
regular training to a level of competence that enables them to detect component
failures and hazards in line with those applicable under the DHS and HHSRS.

Adding a layer of quality assurance, on an annual basis, we will complete an
independent appraisal of our stock condition results and annual property inspections
to verify the quality and accuracy of the physical surveys completed by our surveyors,
auditors, and technicians.

The ongoing results from our programme of stock condition surveys and annual
property inspections will be regularly analyzed to detect potential component failure
rates within our stock and used to underpin our 30-year Financial Plan. We employ
data analysts who will regularly review “live” information that is used to form the
core investment programme for up to three years ahead and will typically involve
the replacement of components that are deteriorating and need improvement within
a 12-month to three-year period.

4.6. Damp and Mould

Jigsaw aims to take all reasonable action to make sure our residents can live safe and
well in their homes. Damp and mould can have a serious impact on the health and
well-being of our residents and can also cause damage to property if not addressed
correctly.

In December 2024, we introduced a new Damp and Mould Policy that comprehensively
sets out how Jigsaw will take appropriate actions for dealing with damp and mould
in our homes and how we will support residents to live in an environment that is safe
and warm.

Awaab’s Law

In February 2025, the UK Government announced Awaab’s Law will come into force
from October 2025, ensuring social landlords investigate and fix dangerous damp and
mould within a set amount of time as well as repair all emergency hazards within 24
hours.

Awaab’s Law will be introduced through a phased approach to ensure it is applied as
effectively as possible. This means that the protections it provides to damp and mould
will be introduced quickly, which would not have been possible if the government
applied the law to a wider group of HHSRS hazards from the outset.

The phased approach will work as follows:

10 © 2025 Jigsaw Homes Group Ltd
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From October 2025 social landlords will have to address damp and mould hazards
that present a significant risk of harm to tenants to fixed timescales.

From October 2025 social landlords will also have to address all emergency
repairs including for damp and mould or other hazards as soon as possible and
within no longer than 24 hours.

In 2026, requirements will expand to apply to a wider range of hazards. In
addition to damp and mould, the hazards we expect to extend Awaab’s Law
to in this second stage of implementation include excess cold and excess heat;
falls; structural collapse; fire, electrical and explosions; and hygiene hazards.

Then in 2027, the requirements of Awaab’s Law will expand to the remaining
hazards as defined by the HHSRS (excluding overcrowding).

Over several years Jigsaw has continued to develop its approach to dealing with
damp and mould in our homes and the procedures we have in place already meet
the requirements expected from October 2025. Through actions set out in the
earlier DHS section, we will continue to refine our practices to meet the full
requirements of Awaab’s Law.

To further strengthen our approach, in December 2024 we introduced a Healthy
Homes Team to oversee damp and mould cases and to provide regular reporting
to the Joint Health & Safety Committee, the Executive Management Team and
to the board. This team employ a case management approach to homes and
tenancies identified through a risk assessment and initiate a sequence of regular
monitoring and communication touchpoints to ensure effective outcomes for the
resident.

Achievements 2021-2024

Developed a new Damp and Mould policy.

Introduced a Healthy Homes Team to oversee cases that require ongoing support
and intervention to residents needing our help to manage condensation.

Revised our annual assessment criteria to identify properties that had evidence
of damp and mould and put procedures in place to remedy the situation.

Increased our in-house damp and mould treatment technicians to a team of 12.

Objectives 2025-2028

Make best use of our data to develop plans for our homes or prospective
customers that may be more prone to experiencing damp and mould.

Appraise the cost benefit of enhancing our new developments with further
ventilation measures such as positive pressure systems.

Implement the full requirements of Awaab’s Law.
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4.7. Asset Investment

Over the next decade and from the commencement of year two of this strategy,
we enter a period of needing to scale-up new investments in our existing homes as
post-transfer improvements from 20 years ago start to come to the end of their useful
life. This has been verified by four independently completed stock condition surveys
that have taken place between 2018 and 2024, our current asset lifecycle data, and
ongoing condition information gathered from our annual property inspections. We
have committed over £600m to complete improvements to our 30-year Financial Plan
with £50m planned to be invested in capital improvements during the life of this
strategy.

Jigsaw’s long-standing approach to asset investment delivery has been built around
employing our own skilled technicians to undertake the refurbishment of three of the
five main components in our homes including kitchens, bathrooms, and gas boilers.
The remaining two main components, roofs and windows, present operational
challenges and continue to demonstrate better value for money procured directly
from manufacturers and installers. We therefore plan to continue with this as the
basis of our approach during this strategy.

Our in-house installation teams are equipped to deliver a combined 1,500 component
replacements annually, however, at a time where demand for skilled labour remains
fiercely competitive, scaling up our in-house operations to the levels up to delivering
4,000 component replacements at the height of our requirements would create
resourcing and delivery challenges, which therefore present a risk to Jigsaw’s ability
to maintain high levels of compliance with the DHS.

This strategy has therefore opted to develop a hybrid asset investment delivery model
through procuring a long-term construction partner to complement our existing skilled
workforce. Our model intends to reduce the risk of opting for one delivery method over
the other and strike the balance of benefiting from economies of scale of delivering
large numbers of component replacements in condensed areas via a partner and
continuing with our failure-based approach over a large geographical base through
our employed technicians, who are better equipped than contractors are to deliver
one-off improvements at short notice.

We recognize the size of the task ahead will require detailed planning and thorough
procurement to ensure economies of scale and value for money can be achieved. We
also recognize that making planned improvements to residents’ homes presents a
rewarding challenge and can improve residents’ enjoyment of living in their homes
on a significant scale. It is therefore crucial that we consult through Jigsaw Rewards
and other resident forums to create a service offer that meets our residents’ needs
and expectations and becomes a sustainable investment in our homes for the next 20
years.

Achievements 2021-2024

 Invested more than £30m in improving our homes to maintain compliance with
the DHS.
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 Carried out planned improvements to 11,996 of our properties across all areas

of our stock.

o Completed 111,247 annual property inspections.

» Enhanced our annual property inspections to capture the prevalence of damp

and mould in residents’ homes and to initiate further interventions.

Objectives 2025-2028

4.8.

Develop a risk appraisal framework for conducting stock condition surveys and
property assessments.

Enhance the annual inspection process to verify compliance with the full HHSRS
in conjunction with the requirements of Awaab’s Law.

Develop a five-year asset investment delivery model and procure a long- term
construction partner to complement our in-house workforce.

Deliver 18,000 planned improvements across our homes.
Consult with residents on product specification for component replacements.

Publish an asset investment programme annually to inform residents when their
property is due to undergo improvements.

Asset Data Quality

Having accurate and up-to-date stock condition survey information is key in
understanding the current condition of our homes and in forecasting the investment
requirements needed over the 30-year Financial Plan. Building on our past reviews of
the elements of data we collect and hold on the HMS, we recognize ongoing work is
needed to maintain a high degree of accuracy in the information we hold.

The key aspects, guiding principles and benefits of our asset data quality includes:

Owning all our asset data in a central housing management system.

A commitment to our Data Quality Strategy for assuring the robustness and
integrity of our asset data.

Implementing an in-house stock condition survey programme to record the age
and condition of all main components in our homes and review this information
on a yearly basis.

Adopting a consistent delivery approach across Jigsaw to ensure regionally based
teams manage workflow and data in the same way.

Utilizing the breadth of business knowledge, experience, and expertise to
support and complement our component installation data.

Focusing on only replacing components when they are required as identified
through the stock condition surveys, annual property inspections, or through
assessment whilst a property becomes void.
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Achievements 2021-2024

» Developed our compliance dashboards to give thorough oversight to the Joint
Health and Safety Committee and to our board.

» Completed an extensive review of our component lifecycle data to ensure homes
have up to date records of the age of their components.

« Utilized over 3,000 independent stock condition surveys to verify the level of
accuracy in our component lifecycle data and achieved results of over 93%
accuracy.

Objectives 2025-2028

» Develop our use of asset data to identify underperforming homes and to inform
future investment, disposal, and redevelopment decisions, ensuring our homes
remain fit for purpose.

o Achieve more than 98% accuracy in our stock condition and lifecycle data
verified through independent audits.

Sustainability and Energy Efficiency

In 2024, Jigsaw developed a new three-year Sustainability Strategy which intertwines
with this strategy to improve our impact on the environment by improving the energy
efficiency of our homes. Our core aims set out in the Sustainability Strategy that
complement the Asset Management Strategy are:

Reduce our carbon emissions by reducing the energy demands of our homes and
buildings and improving their fabric.

Build high-quality homes with a low carbon footprint.

Reduce the impact of extreme weather events on tenants and their homes.

» Improve access to well-maintained green spaces for our tenants.

Improving the Energy Efficiency of Existing Homes

Improving the energy efficiency of our residents’ homes to enable them to keep
their heating bills as low as possible is a key priority for our asset management and
sustainability strategies. We are making progress in upgrading the energy efficiency
of our homes to a minimum energy performance (EPC) rating of C, and between
2021-2024 we improved 2,804 more homes to this standard.

On 1st January 2025, 5,776 or 16% of our homes remain below EPC C and we continue
to prioritize improvements to those homes through our asset management budgets
and part-funding from the Social Housing Fund Wave 3 (SHF:W3).

We have adopted a system that provides us with domestic stock modelling to help
prioritize our retrofit priorities and we have developed a roadmap for our homes to
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57.

58.

59.

60.

61.

be improved to a minimum EPC C between 2025 and 2030. We are committed to
completing a further £34m of energy improvements over the life of this strategy, of
which £12m will be granted funded through SHF:W3, with a further £380m allocated
to our 30-year Financial Plan to deliver carbon neutrality by 2050.

Our retrofit strategy will continue to adopt a “fabric first” approach to upgrading
and improving our remaining homes that are below EPC C. Focusing on the building
fabric first is generally more sustainable than relying on energy saving technology or
renewable energy generation, which can be expensive, have high embodied energy
and no guarantee of it being used efficiently by the consumer. The benefits of fabric
first mean that our tenants benefit from the improvements without adjusting their
habits or needing to learn about modern technology to improve the energy efficiency
of their home.

While our strategy intends to scale-up making energy improvements to our homes,
we remain cautious of the potential impact of any innovative technologies on
affordability and fuel poverty, so we will ensure that investment provides residents
with improved energy efficiency, affordability, and thermal comfort. We recognize
innovative technologies have an important part to play in achieving sustainability
targets and they must be easy for residents to understand and operate.

Build High Quality Homes with a Low Carbon Footprint

To ensure our new developments are of EPC B or above standards, we continue
to explore new and innovative technologies. The Sustainable Finance Framework
has enabled us to embrace new building design standards which provide long-term
sustainable solutions for the properties we build. Our new homes must be future
proof so that we do not have to carry out expensive retrofits later down the line to
comply with new regulations.

At the commencement of this strategy, our journey to move away from installing gas
boilers in our new and existing homes and opting for alternatives such as ASHP or
high-retention storage heaters remains in a period of transition. While we no longer
install gas boilers in our newly developed schemes from 2025, there remains some
uncertainty with the Government ban on installing gas in new homes from 2025,
owing to the difficulties posed by alternative technologies, including their cost to
consumers.

Reduce the Impact of Extreme Weather Events on Tenants and Their Homes

Recent times regularly remind us of the effects of climate change and how other
extreme weather events such as strong winds, drought, and excessive heat can
severely impact our tenants and their homes. It is important that we build on the
strengths of our flood response plan that we developed in 2023 and develop plans to
mitigate other events when they occur.

In 2025 we will develop and implement an extreme weather plan to incorporate
flooding, severe winds, drought, and excessive heat and put measures in place to
support tenants that may be more likely to be affected by extreme weather events.
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We will also review our most at-risk properties prone to damage by flooding, severe
winds, drought, and excessive heat and install mitigation measures where needed.

Improving Access to Well-Maintained Green Spaces

We know that a growing body of evidence suggests that access to nature, or even
a view of green space, has major benefits for a person’s health. It is important we
continue through our estate services and neighbourhood teams to continually improve
the green spaces in our neighbourhoods, which can help improve our tenants’ mental
health, general well-being, and make the appearance of our spaces more aesthetically
pleasing.

During this strategy, we will continue to improve more of our green spaces and
community garden developments through consultation with our tenants by developing
a winter planting program to prepare maintained spaces for becoming established
green areas. We will also develop a maintenance plan for all 18,000+ trees under our
ownership and identify sites for the planting of new trees.

Achievements 2021-2024

Improved 2,804 homes to EPC C or above.
» Developed a roadmap to achieve a minimum EPC C rating for all homes by 2030.

o Completed retrofit pilots to gauge what the right improvements are for our range
of properties in the future.

» Improved pockets of green space by planting them with trees and wildflowers.
» Developed a maintenance plan for the circa 18,000 trees under our ownership.

» Commenced a pilot of retrofitting our Over 55’s schemes with hybrid air-source
and gas heating/hot water.

o Implemented a Flood Management plan for our properties more at risk of
flooding.

Objectives 2025-2028

Improve a further 4,100 homes to EPC C or above.

Have plans in place to improve the remaining circa 1,500 properties below EPC
C in advance of the 2030 deadline.

Continue to trial green technologies as they arise to understand the best energy
efficient solutions for our properties and tenants.

Develop and implement an extreme weather plan to incorporate flooding, severe
winds, drought, and excessive heat.
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4.9. Repairs and Maintenance

A well-organized and productive repairs and maintenance service is a key requirement
of this strategy. Our residents experience of undergoing repairs to their home often
sets the benchmark for how well they regard our performance as a landlord. At Jigsaw,
we aim to provide an excellent repairs service that tailors to residents’ individual
needs and achieves consistent levels of performance. We aim to make it easy for
residents to report repairs to us and have clear lines of communication throughout
the process.

We are committed to making the best use of technology to ensure there is regular
contact and up-to-date information available to residents on the progress of their
repairs all the way through to completion. We offer the ability for residents to report
their repairs and choose their appointments online, through our Connect contact
centre and within our principal offices and hubs.

Since 2021, we have been in a period of elevated demand for repairs to residents’
homes, predominantly because of our proactive approach to managing damp and
mould in our residents’ homes. It is our expectation that current demands will
continue in the years ahead and therefore our service offering and resourcing plans
need to meet this challenge.

This strategy aims to achieve excellence within our repairs service with effective
communication links with residents at the forefront of the process. In early 2025, we
will consult with residents through Jigsaw Rewards on our current service offering
to ensure it strikes the balance of meeting customer expectations whilst allowing
for the efficient planning of our available resources. The consultation results will be
implemented to coincide with the commencement of this strategy and outlined in
more detail within the Responsive Repairs Procedure.

Achievements 2021-2024

o Completed over 350,000 repairs to our residents’ homes.

o Completed a “HealthCheck” of our job scheduling system to determine
efficiency improvements that can be made and how to improve customer
experience.

 Increased our technician resources to improve performance as demand for
services continues to grow.

» Developed a performance monitoring tool to give oversight of our maintenance
technicians’ performance.

« Introduced dedicated planning teams to oversee work undertaken by contractors
and to improve communication with residents.

Objectives 2025-2028

» Consult with residents on our current service offering to ensure that it achieves
the balance of meeting customer expectations and providing efficient service

17 © 2025 Jigsaw Homes Group Ltd



68.

69.

70.

71.

delivery.

« Benchmark our repairs service offer across our sector peers to ensure it remains
comparable.

» Improve performance and communication for repairs requiring completion by
subcontractors.

» Maximize the efficiency of our repairs scheduling to achieve more than 80% of
repairs attended to in time and competed with a first time-fix.

» Improve the performance of our technicians by 0.3 more jobs per day, per
technician, through employee engagement, efficiency initiatives and becoming
less reliant on the use of subcontractors.

4.10. Disrepair

The Homes (Fit for Human Habitation) Act 2018 amends the Landlord and Tenant
Act 1985 to make it an implicit covenant that the home must be fit for human
habitation at the start and throughout the lifetime of the tenancy. We will ensure
that we use our asset data and resident feedback to identify any potential homes
that may develop issues and target these homes for investment during void periods.
Where we identify homes that require uneconomic investment, we will consider
whether retaining the asset in ownership and management is appropriate or whether
regeneration or disposal should be considered.

In recent years social housing disrepair claims have been at an elevated level across
the sector. Jigsaw has seen the number of claims more than treble since 2021 which
has added further pressures on our maintenance service. We have a comprehensive
Disrepair Policy which sets our approach when customers have reported disrepair
concerns in relation to their home, and we have a dedicated disrepair team on hand
to support the resident through to a satisfactory conclusion. We will ensure remedial
action is delivered in a timely manner, working with the resident to ensure they are
engaged as a key partner in understanding and resolving any problems. We train our
staff to never make assumptions about the condition of residents’ homes and will
always discuss the required work in a respectful and sensitive way.

4.11. Estate Improvements

Jigsaw employs an in-house team of resources to undertake a programme of grounds
maintenance across our stock which includes the upkeep of over ten square miles of
grassed and shrubbed areas and the maintenance of over 18,000 trees. This service,
alongside colleagues in the Neighbourhoods directorate, contributes to identifying an
annual programme of estate improvements to enhance the appearance of the areas
around our homes and to improve residents’ experience living in those areas.

Our approach aims to improve communal parts and external areas beyond day-to-day
repairs and ground maintenance and encourages staff and resident participation in
estate walkabouts and community days to collect ideas on how areas would benefit
from improvements.
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72.  This strategy aims to build on our previous estate improvement programme to identify
suitable improvements that will benefit the areas around our estates and homes.
Projects are likely to include;

Environmental improvements

Fencing improvement programmes

Installation of decorative metal railings

Mobility scooter / cycle stores

Waste bin enclosures

o Community gardens

» Resurfacing

Off-road parking improvements

Achievements 2021-2024

« Invested £4m in improving open spaces in and around our estates.

o Completed 14 “Giving back days” working with residents and our local
communities to enhance the appearance of the areas around our homes.

e Created three woodland trails and 24 wildflower areas.

o Completed 23 off-road parking improvements to sites across Tameside and
Chorley.

« Completed 1,710 fencing improvements across our homes.

o Completed the installation of 24 mobility scooter stores across our Over 55’s
schemes.

Objectives 2025-2028

» Develop a forward programme of fencing improvements to our estates with a
large footprint to enhance the external appearance of our homes in those areas.

» Extend the “Giving back days” projects to 25 new areas of our stock and promote
our work with residents and the local communities.

« Identify 20 more areas to benefit from woodland trails and wildflower areas.
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4.12. Service Adjustments

Jigsaw recognizes its responsibilities to ensure that residents are not disadvantaged
by their individual circumstances and our Service Adjustment Policy sets out common
principles that underlie how we will assess the need for, and make, appropriate
adjustments to its service delivery to assist customers with vulnerabilities.

In assessing service adjustments for the delivery of the Asset Management Strategy,
there may be consistent service adjustments which could be applied to residents in
a similar circumstance, for example, elderly residents or residents with respiratory
problems or caring for young children may have their heating repairs outside of winter
enhanced from a “routine” priority attendance to “urgent.” However, there will be
circumstances that are unique to an individual and in these cases service managers
will be responsible for identifying and implementing the adjustment.

4.13. Equality, Diversity, and Inclusion (EDI)

At Jigsaw, we are committed to equality, diversity, and inclusion (EDI) for all, and
recognize to become a diverse and inclusive organization we must address any
systemic discrimination, whilst benefiting from the differing perspectives of people
of varied background.

The asset management directorate includes more than half of the customer facing
staff Jigsaw employ and we therefore recognize the significance of developing
our employees’ knowledge of EDI topics, allyship and understanding intersectional
experiences that allows employees to question, share experiences, and learn from
others. Our employees will be trained to ensure we value and respect individuals,
understand individual need and tackle any form of discrimination.

Jigsaw’s EDI policy sets out the organizational steps we will take to achieve our aims
and a key objective that overlaps this strategy is the need to improve the satisfaction
of residents living in some of our larger homes and residents from other ethnicities. In
early 2025, we will hold several online and in person focus groups with the residents
to improve our understanding and learn from their experiences and determine how
we can tailor and improve our asset management services.

5 Monitoring and Delivery

Robust key performance indicators were developed to ensure the Group can report on
performance in relation to the strategy. These KPI’s will enable senior management
and governance functions within Jigsaw to monitor and evaluate the success/impact
of this strategy:

The following table lists the metrics reported to the board quarterly within the KPI
dashboard which relate to the performance of the repairs service and the condition
and safety of our homes.

Key Performance Indicator Data Source

Out of date Fire Risk Assessments Compliance dashboard
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82.

Key Performance Indicator
Percentage of homes requiring a valid fire risk assessment

Percentage of homes meeting the DHS

Carbon emissions of existing homes

Number of properties below EPC C level

Progress of planned maintenance programme

Percentage of homes for which electrical, water, lift and asbestos checks have been
carried out

Properties compliant with gas safety requirements at quarter end
Properties with invalid gas safety certificates during the reporting period
Satisfaction of new tenants with home

Satisfaction with repairs completed

Average time for non-emergency repairs

Emergency repairs attended to and completed within 24 hours

Data Source
Compliance dashboard

Housing Management
System

Housing Management
System

Housing Management
System

Housing Management
System

Compliance dashboard

Compliance dashboard
Compliance dashboard
Voicescape
Voicescape

Housing Management
System

Housing Management

System

6 Resourcing the Strategy

We recognize significant investment is required to fund this strategy and while there
are still unknowns about the impact that revised Decent Homes Standard may bring,
we have forecast £600m to meet existing standards in the 30-year Financial Plan.
Other costs include £22m to reach EPC C by 2030 and £380m to meet our target of
zero carbon homes by 2050. The estimated cost of approximately £14m over three
years to meet the requirements of The Fire Safety Act and The Building Safety Act
has also been included.

Over the past five years Jigsaw, alongside many of our peers in the sector, has seen
an elevated demand for routine maintenance of its homes as well as other cost
increases driven by supporting residents in managing damp, mould and condensation.
In turn, this has limited the key advantage of employing our own skilled workforce
by being able to reallocate resources to cope with rises and falls in service demand.
Consequently, the last three years have seen maintenance costs increase through
a greater reliance on subcontractors to prevent backlogs of routine maintenance
developing.

While the cost pressures we face inevitably remain part of our future, we recognize
the importance of drawing back on our reliance of subcontractors and simplifying our
procurement practices. This strategy will strive to imbed value for money in all areas
of our asset management delivery through the adopting following:

» Maximizing the use of direct labour delivery for maintenance works and reducing
the use of subcontractors.

» Maximizing technician productivity with accurate performance information to
aid managers.
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» Setting clear processes for managing subcontractor communication and
performance.

» Procuring a long-term large partnering contractor for the delivery of capital
projects.

» Regularly tendering high value contracts such as fleet and materials

« Completing service performance reviews to identify and eliminate waste and
inefficiencies.

Finally, we remain acutely aware of challenges in the future for skilled labour and
meeting the needs of emerging skilled jobs, particularly around the green economy
and new home construction. We therefore remain committed to making sure our
employment package remains attractive to our existing employees and appealing to
prospective new applicants. We also remain invested in apprenticeships and trainees
to support our succession of existing talent.

7 Document Control

Responsible Officers Mathew George, Group Director of Asset Management
Date of Approval: 6 March 2025

Approved by: Group Board

To be reviewed every Three Years
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1. (A) Location of homes managed by Jigsaw

Our homes

by location.

Local Authority Areas of Operation

[ T Contnirs OF data € Crown copyright
Total: 34,423

Figure .1
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Homes by Number of Bedrooms
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Creating homes. Building lives.

Figure .2
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2.

(B) Strategy Action Plan

Strategy commitment Milestones 2025-2028
Building Safety Complete the final
facade

replacements on
two of our tower
blocks in Tameside
(Assheton House
and John Grundy
House).

.63.

Complete 7,700
fire door
remediations as
part of phases
three to five of the
programme.

.65.

Implement building
specific Resident
Engagement
Strategies for
higher-risk
buildings.

.67.

Ensure Mandatory
Occurrence
Reporting systems
are utilized by
tenants and other
building users
effectively to allow
us to comply with
our obligations to
report safety
occurrences.

.69.

To obtain certified
Building
Assessment
Certificates for all
our higher-risk
buildings following
assessment by the
Building Safety
Regulator.

AR

Asset Management Compliance To introduce
auditing of damp
and mould case
management into
the compliance
team’s annual
audit programme.

73.

26

Measure of success

Completion to

timescale

.64.
Completion to
timescale

.66.
Implementation in
2025

.68.
Implementation of
testing

.70.
Obtaining
certifications for
all buildings

72.
Inclusion in audit
programme

74.
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Strategy commitment

Decent Homes Standard

.75.

J7.

.79.

.81.

.83.

Milestones 2025-2028

To introduce
‘compliance flags’
for monitoring
active and closed
damp and mould
cases, giving
oversight and
visibility to our
Healthy Homes
Team and senior
managers.

To introduce
property data
elements to enable
homes to be
recognized as
being compliant
with the DHS and
Awaab’s Law.

To develop a
five-year planned
maintenance
delivery model and
procure a long-
term construction
partner to
complement our
in-house
workforce.

To deliver 18,000
planned
improvements
across our homes.

Consult with our
residents to
determine the
level of
specification
required to ensure
our standard of
improvements
remains fit for
purpose.

27

.76.

.78.

.80.

.82.

.84.

Measure of success

Implementation of
system flags

Implementation of
element data

Presentation of
forward
programme

Delivery of 18,000
improvements

Completed
resident
consultation
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Strategy commitment

Asset Data Quality

Sustainability and Energy

Efficiency

.85.

.87.

.89.

91.

.93.

.95.

Milestones 2025-2028

Publish a planned
maintenance
programme
annually to inform
residents when
their property is
due to undergo
improvements.

Develop our use of
asset data to
identify
underperforming
homes and to
inform future
investment,
disposal, and
redevelopment
decisions, ensuring
our homes remain
fit for purpose.

Achieve more than
95% accuracy in our
stock condition and
lifecycle data
verified through
independent
audits.

Improve a further
4,100 homes to EPC
C or above.

Have plans in place
to improve the
remaining circa
1,500 properties
below EPC C in
advance of the
2030 deadline.

Continue to trial
green technologies
as they arise to
understand the
best energy
efficient solutions
for our properties
and tenants.

28

Measure of success

Published
programme
.86.
Appraisal report
.88.
>95% accuracy
through testing
.90.
4,100 homes
improved to EPC C
by 2028
.92.
Presentation of
forward plan
.94.
Evidence of
learning from trials
.96.
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Strategy commitment Milestones 2025-2028 Measure of success

Develop and Published plans
implement an

extreme weather .98.

plan to incorporate

flooding, severe

winds, drought,

and excessive heat.

.97.

Develop a Published plans
maintenance plan

for the circa .100.

18,000 trees under

our ownership.

.99.

Repairs and maintenance Consult with Completed
residents on our resident
current service consultation
offering to ensure
that it achieves the .102.
balance of meeting
customer
expectations and
providing efficient
service delivery.

.101.

Benchmark our Completed
repairs service benchmarking
offer across our report

sector peers to

ensure it remains .104.

comparable.

.103.

Improve Improved
performance and performance
communication for

repairs requiring .106.

completion by

subcontractors.

.105.

Maximize the Improved
efficiency of our performance
repairs scheduling

to achieve more .108.

than 80% of repairs

attended to in time

and competed with

a first time-fix.

.107.
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Strategy commitment

Damp and mould

Estate Improvements

.109.

11,

113,

.115.

17,

Milestones 2025-2028

Improve the
performance of our
technicians by 0.3
more jobs per day,
per technician,
through employee
engagement,
efficiency
initiatives and
becoming less
reliant on the use
of contractors.

Make best use of
our data to develop
plans for our homes
or prospective
customers that
may be more prone
to experiencing
damp and mould.

Appraise the cost
benefit of
enhancing our new
developments with
further ventilation
measures like
positive pressure
systems.

Introduce a system
to ensure
compliance with
the timescales set
out in the
proposals of
Awaab’s Law.

Develop a forward
programme of
fencing
improvements to
our estates with a
large footprint to
enhance the
external
appearance of our
homes in those
areas.

30

Measure of success

Improved
performance

.110.

Report on appraisal
of cases

112,

Report on appraisal
of cost options

114,

Reporting against
timescales

.116.

Develop
programme of
works

.118.
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Strategy commitment Milestones 2025-2028 Measure of success

Extend the “Giving Completion of
back days” “Giving back days”
projects to 25 new

areas of our stock .120.

and promote our
work with residents
and the local
communities.

.119.
Identify 20 more New trails and
areas to benefit wildflower areas
from woodland
trails and 122.
wildflower areas.

21,
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