
 
 

Report to: Communities Committee, 25th January 2023 
 

Report of: Corporate Director – Operations, Homes and Communities 
 

 
Subject: ANNUAL CITIZEN HOUSING UPDATE  

 
1. Recommendation 

 

1.1 That the Committee notes the contents of this report. 
 

2. Background 
 

2.1 Citizen Housing is a large Registered Provider (RP) which owns and manages 
approximately 30,000 homes for diverse communities across the West Midlands from 
urban tower blocks to rural villages and towns.  Their development programme is 

delivering more than 650 new homes per year – 550 are affordable housing and 100 
are for homeownership to help people on to the housing ladder. 

2.2 Citizen Housing is an amalgamation of several local housing associations and has a 
long history dating back to 1964 when Family Housing Association was set up by the 
Catholic Housing Aid Society in Birmingham. Worcestershire Housing Association was 

established in 1974 and in 1999 joined West Mercia Housing Group. In 2003 it 
became Nexus Housing and from 2010 the housing association was known as WM 

Housing.   In September 2000 Whitefriars Housing was created as Coventry City 
Council’s stock transfer organisation. 

2.3 In 2019, WM Housing Group and all its subsidiaries amalgamated to become one 

single organisation: Citizen Housing. 

2.4 Citizen’s social purpose is to provide homes that are a foundation for life and, as a 

not-for-profit organisation, any surplus is invested in improving homes, services and 
building more homes. This enables the housing association to help more people and 
support partners to meet housing need 

3. Citizen in Worcester City 
 

3.1 Citizen Housing is the second largest social landlord with stock in Worcester owning 
and managing approximately 1,540 properties which accounts for approximately 
19% of the social housing in the City.  In 2021/22, Citizen allocated 65 tenancies in 

Worcester through the Housing for You scheme. 
 

3.2 In recent years, Citizen has undertaken limited new development in Worcester City 
with the most significant being the Porcelain works site between 2006-2012 which 
delivered 69 homes for social rent and shared ownership.   

 
3.3 In 2021/22, Citizen purchased four units of Affordable Housing from a new 

development comprising of two rented bungalows and two shared ownership houses. 
 



3.4 Citizen Housing partnered with Worcester City Council and Homes England to deliver 
the Rough Sleeper Accommodation Programme (RSAP) in the city through the 

acquisition of 8 x 1 bed self contained flats.  This programme, funded by the 
Department for Levelling Up, Homes and Communities (DHLUC) aimed to provide 
additional units of accommodation and associated support to help rough sleepers 

into long term accommodation. 
 

3.5 The bid was successful in securing £360,000 in capital grant funding to deliver eight 
units of accommodation, with an additional financial contribution of £15,000 per 
property (£120,00 total) made by the Council from the Vulnerable Tenants City Plan 

fund. 
 

3.6 Frustratingly for all parties concerned, only three of the targeted eight properties 
were able to be delivered due to challenges in identifying and securing properties in 

line with the grant conditions. 
 

3.7 In addition to the three RSAP properties, Citizen converted an office in the city to a 

3-bed flat for a scheme for individuals with a brain injury in 2022/23. 
 

3.8 Unlike Platform Housing there are no management or service level agreements in 
place with Citizen Housing linked to an historical stock transfer. The Council does 
however have a strong and collaborative working relationship across the organisation 

at both the strategic and operational level.  Citizen’s Board shapes and approves the 
strategic direction of the organisation. 

 
3.9 As a Registered Provider, beyond its own internal governance arrangements, Citizen 

Housing is regulated by the Regulator of Social Housing (RSH) which promotes a 

viable, efficient, and well governed social housing sector.   
 

3.10 The charter for social housing residents: social housing white paper provides the 
framework to be overseen by the RSH and sets out what every social housing 
resident should expect including: 

 
1. Being safe in your home 

2. To know how your landlord is performing  
3. To have complaints dealt with promptly and fairly 
4. To be treated with respect 

5. To have your voice heard by your landlord 
6. To have a good quality home and neighbourhood to live in 

7. To be supported to take your first step to ownership 
 

3.11 Citizen Housing provide wider services to its tenants including money advice, 

supporting tenants into employment and hold the ‘Citizen Local Fund’, a £50,000 
fund for people to access grants of up to £5,000 to support projects and initiatives to 

improve support services and tackle homelessness. 
 

3.12 Citizen Housing provides a range of services to its  customers, including access to 
employment and training advice, money, and energy advice.   Citizen’s core purpose 

is to provide homes that are a foundation for life by providing good quality homes. 
 

3.13 Citizen Housing is currently reviewing its business strategy and key objectives 
include investing in existing homes and providing new homes across the region and 
areas within which Citizen operates. 

 



3.14 Customer Voice, listening and actioning on customer feedback is part of Citizen’s 
new strategy.   Citizen Housing has a Customer Assurance Committee, which is 

made up of ten customers across all areas of operation.  A tenant Scrutiny Panel is 
also in place.  Both the Customer Assurance Committee and Scrutiny Panel provide 
assurance to Citizens Board that the voice of the customer is being heard. 

 
3.15 In 2021, Citizen Housing formed its Citizens Together panel, which is a virtual 

engagement panel of customers, this was formed to enable Citizen to consult with a 
representative sample of customers on service improvements and standards. 
 

3.16 Citizen Housing has an operational base in Worcester, Apex Park, Wainwright Road.   
Local housing management and maintenance services are provided from this office. 

 
3.17 Citizen Housing is investing in a carbon reduction plan and is aiming to have all 

homes rated EPC C and above by 2025/26, subject to Government funding, and 
investing in the fabric of homes – creating energy efficient, warm, and well insulated 
homes.   

 
3.18 Citizen Housing provides a range of specialist homes and circa 2,400 of them are 

care and supported housing across the region; 49% are in Coventry, 27% in 
Worcestershire and Herefordshire and 24% in Birmingham.   

 
 

Ward(s):   All Wards  
Contact Officer: Tom Mountford tom.mountford@worcester.gov.uk  
Background Papers: None   
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