
        Resident Summary: Communications Review (March 2026) 

   Why this review was done 

A group of Karibu residents (the Scrutiny Panel) carried out this review to look at how well Karibu 
communicates with tenants. 

This included communication about: 

• Repairs 

• Complaints 

• Contacting services 

• Digital tools like the My Karibu app 

The aim was to understand what works well, what doesn’t, and how things can improve. 

 

  Key message 

Karibu has made some improvements, but residents still want: 

  Clearer updates 
  Clear timelines 
  Knowing who is responsible for their issue 
  Confidence that problems will actually be resolved 

 

   What’s working well 

The panel found some positive changes already happening: 

• New phone system to improve customer contact 

• More text (SMS) updates 

• Improvements to the website and online services 

• Better acknowledgement of complaints 

 

    What residents told us needs improving 

1.     Lack of clear updates 

• Residents often receive an acknowledgement but don’t know what happens next 

• Updates during repairs or complaints are sometimes unclear or inconsistent 

     Example: Residents said they reported issues but were unsure when anything would 
happen. 

 



2.        Unclear timescales 

• People don’t always know how long things will take 

• Long-standing issues can go unresolved for years 

     Residents want realistic timelines and regular progress updates. 

 

3.    Complaints feel confusing 

• Residents are not always told: 

o What stage their complaint is at 

o What happens next 

o When it is closed 

• Information can sometimes be inconsistent 

 

4.      Problems with repairs and appointments 

• Appointments are sometimes: 

o Not clearly confirmed 

o Carried out at the wrong time 

• Residents don’t always get updates on repair progress 

 

5.    Poor record-keeping 

• Staff don’t always have full repair histories 

• Residents sometimes have to repeat information 

• This can lead to delays and repeated visits 

 

6.      Communication not always accessible 

• Some residents find letters and messages hard to understand 

• More support and simpler language is needed 

 

7.     Feedback doesn’t feel acted on 

• Residents don’t always see how their feedback leads to improvements 

• Trust is affected when changes aren’t visible 



 

      What residents want to see (key recommendations) 

The panel suggested practical improvements, including: 

      Clearer communication 

• Explain:  

o What will happen next 

o How long things will take 

o What each stage of a complaint means 

 

             Better appointment systems 

• Confirm repair appointments clearly 

• Ensure times are agreed with residents 

 

   Stronger follow-through 

• Get confirmation from residents before closing repair jobs 

• Provide regular updates, especially for ongoing issues 

 

     Clear ownership 

• Assign one person/team responsible for complex or long-running issues 

 

        Improved systems 

• Make repair histories easier for staff to access 

• Improve updates through the My Karibu app 

 

   Communication that suits residents 

• Let residents choose how they want to be contacted (phone, email, app, letter) 

• Provide accessible formats for those who need extra support 

 

    Show “You said, we did” 

• Clearly demonstrate how resident feedback has led to changes 



 

   What happens next 

Karibu has accepted all the recommendations and is working on improvements, including: 

• Better complaint letters 

• Improved repair communication 

• Clearer appointment handling 

• More updates showing how feedback is used 

 

   In summary 

Karibu’s communication systems are improving, but the biggest need is: 

     Clear, consistent and honest communication from start to finish 

Residents want to feel: 

• Heard 

• Informed 

• Confident that issues will be resolved 

 


