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Society and 
Customers

Goals

> �Vonovia fulfills its service promise and achieves a high level of 
customer satisfaction.

> �Vonovia provides needs-based living space for broad sections of  
the population and continuously improves the standard of comfort 
that its properties offer.

> �Vonovia uses community development measures to create vibrant 
and future-fit neighborhoods.

Society and Customers — Content
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Management Approach 103-1

The success of our company is based on the satisfaction 
of our customers, the quality of our portfolio and the 
ability to provide new homes that meet people’s needs. 
The social aspect of the rental business is currently 
attracting increased public and political attention. This is 
due to the high demand for affordable housing, particu-
larly in metropolitan areas, and concerns that people may 
no longer be able to afford their homes. This trend rein-
forces our commitment to responsible, needs-based 
residential rentals for broad sections of the population as 
well as to holistic community development. We set this 
commitment out in our Business Philosophy and other 
voluntary commitments at the beginning of 2019. We are 
responding to the demand for new living space with 
Vonovia’s new construction projects as well as through 
development measures implemented by the BUWOG 
companies.

In order to feel at home, many people want to be involved 
in decisions that will have an impact on the environment 
around them. For us, this means involving tenants and 
residents in community development measures and 
construction projects and letting them have their say. 
These participation measures are becoming increasingly 
important in order to foster acceptance of our projects.

 This results in the following material topics for Vonovia 
related to society and customers, which are visually 
depicted in our materiality matrix. We have summarized 
individual key topics:

> Tenant satisfaction
> Creating living space & affordable rents
> Portfolio maintenance & tenant health and safety
> �Community development & corporate citizenship and 

philanthropy

Tenant satisfaction   p. 66 et seqq.: We systematically 
pursue solution-oriented approaches that address the 
needs and means of our tenants. We aim to work with 
them and for them to create a contemporary residential 
environment that offers a high standard of living by taking 
a holistic approach and exploiting new options for shaping 
this environment, allowing them to remain in their Vonovia 
property in the long term.

> �Introduction of a new online tool developed by 
the service provider “AktivBo” to measure 
customer satisfaction

> �€ 482 million invested in (capitalized) main
tenance, € 997 million in modernization and 
around € 60 million in 13 community develop-
ment projects

> �Modernization cost allocation limited to  
max. € 2/m² – 2019 average: € 1.36/m²

> �Around 15,000 apartments (partially) modern-
ized to make them senior-friendly; almost 50% 
of the 33,600 newly rented apartments

> �Over 70s arrangement: ensuring affordable 
housing for tenants aged over 70; help for 
176 customers

> �Hardship management: 1,600 customers 
provided with assistance in connection with 
13,200 modernization measures

> �Grants for social projects and facilities totaling 
more than € 900,000 and new funding con-
cepts put in place for this purpose

What we achieved in 2019

Our Approach to Society 
and Customers

 103-1, 103-2, 103-3
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Creating living space and affordable rents   p. 70 et seqq: 
We are helping to ease the tense situation on the housing 
markets by creating needs-based, and most importantly 
affordable, housing using a combination of new construc-
tion measures, vertical expansion and densification. We 
use efficient building management processes to ensure 
that our homes remain affordable. We find individual 
solutions for all of our tenants thanks to our numerous 
voluntary commitments, customer-centric hardship 
management and rent-controlled homes.

Portfolio maintenance and tenant health and safety 
 p. 73 et seqq.: We develop our homes to meet our ten-

ants’ requirements, for example, through maintenance and 
modernization measures and senior-friendly apartment 
conversions. For us, safety and healthy living are funda-
mental elements in the design of our apartments and the 
surrounding area. We make sure that we use environmen-
tally friendly and safe materials, and offer our tenants 
additional services for more comfortable homes.

Community development and corporate citizenship and 
philanthropy   p. 76 et seqq.: We are committed to being 
good corporate citizens, especially in our neighborhoods, 
for example, by cooperating with social, educational and 
cultural facilities. We take social, ecological and economic 
circumstances into consideration in our approaches. We 
also initiate participation concepts in order to purposefully 
include the people living in our neighborhoods and to 
increase acceptance of the measures we intend to take. As 
a company, we benefit and learn from their suggestions.

In the following chapters we will deal with these topics in 
more depth and explain their importance to Vonovia. We 
will describe the management approach, challenges, 
opportunities and risks, targets, measures and indicators 
for each topic.

Challenges, Opportunities and Risks 103-1

Challenges

> �Our top priorities at the moment are the affordability of 
housing and the quest to promote climate protection. 
The challenge for us lies in reconciling these two aspects 
and turning the resulting conflict into a positive out-
come – also in view of the waning social acceptance for 
modernization measures.

> �The public debate has had a marked impact on how 
society sees Vonovia. It is a challenge for us to gain 
acceptance of the benefit for the community that 
Vonovia offers through its varied areas of activity.

Opportunities

> �We use needs-based and sustainable construction and 
liveable neighborhoods to make our homes more 
attractive and to enhance Vonovia’s reputation as a 
landlord. Our neighborhood measures as well as our 
property caretakers and neighborhood managers bring 
us closer, and allow us to strengthen our ties to our 
tenants, which has a positive impact on our public 
image. This also allows us to enable tenants to stay in 
their apartments for the long term.

> �The size of our company and the standardization of 
processes such as serial construction allows us to gener-
ate cost and quality advantages for our customers in a 
large number of areas, and also to increase efficiency, 
shorten construction and processing times and compen-
sate for capacity bottlenecks more easily.

Risks

> �The discussions in the political and public arena high-
light the fact that our business and our activities are 
generally associated with the risk of a loss of reputation, 
e.g., resulting from the allocation of costs for moderniza-
tion measures to tenants. This risk can have a detrimen-
tal impact on tenant satisfaction and on the demand for 
our apartments.

> �A trend in which rents do not develop in line with 
people’s incomes can make housing too expensive for a 
large number of people. For Vonovia, this translates into 
a risk of payment defaults and an increasing number of 
individual hardship cases.

> �Extensive construction measures are increasingly 
associated with rising construction costs and longer 
construction times, e.g., due to long administrative 
processes. These measures are also often rejected by 
residents (“not in my backyard”). This development can 
reduce the incentive to create new housing, as it entails 
financial risks for Vonovia and the risk of reduced 
commercial viability.

> �The statutory requirements that building contractors 
and landlords have to meet are becoming more stringent 
and more complex to implement. In addition, the rent 
freeze in Berlin considerably restricts the financial 
leeway available for rents and modernization measures, 
and the locations protected by the “rent ceiling” are 
being expanded in other federal states, too. Increased 
costs can mean that planned measures are not cost-
effective.
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Objectives, Measures and Indicators 103-2, 103-3

We are working continually to ensure long-term tenant 
loyalty in order to safeguard the basis for our commercial 
success. We leave nothing to chance in this area and 
purposefully align all measures that we take to generate 
positive effects for our customers.

Our overriding objective is to make our homes more 
attractive in the long term and ensure that they remain 
affordable. We achieve this by:

> �Continuously boosting customer satisfaction by offering 
a diverse portfolio of services and improving the quality 
of service we offer

> �Creating and offering affordable housing that meets the 
needs of broad sections of the population and continu-
ously increasing the standard of comfort of our proper-
ties by carrying out senior-friendly apartment conver-
sions, making voluntary commitments to protect 
tenants, and modernizing our properties in line with a 
measured approach

> �Creating vibrant and sustainable neighborhoods by 
working hand-in-hand with players from urban society in 
extensive community development programs and by 
collaborating with social and cultural institutions

Boosting Customer Satisfaction

Our activities focus on our customers and their needs. We 
are working to boost levels of customer satisfaction in the 
long run by taking targeted measures. One example is our 
work to continuously expand our range of housing-related 
services, i.e., our value-add services. We are also making 
ongoing improvements to the customer service we offer. 
Our service centers, caretakers as on-site contacts and 
the residential neighborhood organization have a decisive 
role to play in this respect. Our digital customer platforms 
(customer portal and tenant app) offer numerous self-
service functions to complement Vonovia’s personal 
customer service offering. We are also expanding our 
hardship management system further to improve the 
support available to customers in challenging situations.

Ensuring Affordable Housing

We have further strengthened our new construction 
activities by integrating the BUWOG companies and 
expanding our technical service. The size of our company 
gives us advantages in a large number of areas. We can 
achieve economies of scale and save on costs, allowing us 
to contribute to the provision of affordable, high-quality 
housing. Another key success factor is the serial/modular 
approach to new construction work that we are pursuing 
and continuously optimizing.

At the same time, regulatory requirements are increasing. 
The rent freeze introduced in Berlin, the debate there on 
the expropriation of large residential real estate compa-
nies and the debate on the allocation of modernization 
costs have highlighted a considerable drop in acceptance – 
even in cases involving improvements that society as a 
whole wants to see, such as climate protection and 
measures to improve living standards. The carbon tax that 
the German government is planning to introduce in 2021 
(with a starting price of € 25/ton CO2) will – as important 
as the move may be in terms of the signal that it sends out 
regarding climate protection – make housing even more 
expensive. This makes innovative, jointly developed 
solutions all the more important.

We want to ensure that housing also remains affordable 
for customers with limited financial means. This is why we 
are working with city and municipal authorities to develop 
individual commitments for subsidized housing in existing 
buildings. We also made a commitment in 2019 to limiting 
the costs for modernization work that can be passed on  
to our customers, and to ensuring affordable housing for 
people over 70 years of age.

Ensuring High Residential Quality and Maintaining the 
Building Stock 

We make sure that we keep the well-being of our tenants 
at the forefront of our minds in everything we do. We do 
this, for example, by making sure that we use safe materi-
als selected on the basis of stringent quality requirements, 
by implementing safety concepts to rid neighborhoods of 
areas that feel unsafe, and to ensure that playgrounds and 
green spaces can be used worry-free, and by minimizing 
the disruption to tenants caused by construction work. 
The maintenance and improvement of our existing proper-
ties are also key aspects. We achieve this first and fore-
most by implementing maintenance and modernization 
measures to increase energy efficiency and standards of 
comfort. In 2017, we set ourselves the target of a refurbish-
ment rate of more than 3% a year for the first time. We 
achieved a value of 3.7% in the reporting year, allowing us 
to outstrip our target yet again. We take the needs of our 

1,600
customers assisted by hardship 

management team in 13,200 
modernization projects
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customers into account in the context of these measures, 
too, e.g., to create senior-friendly (barrier-free or accessible) 
homes. Particularly in cases involving new buildings or the 
renovation of vacant apartments, we upgrade our apart-
ments to make them senior-friendly. 

Making Our Neighborhoods Vibrant and Sustainable

Our stakeholders’ ideas, opinions and suggestions are an 
important element of Vonovia’s community development 
work. We have put corresponding processes in place to 
ensure that this input is taken into account in our plans 
and decisions at an early stage using various participation 
concepts. This allows us to work with our stakeholders to 
find the best solutions for our neighborhoods and to 
considerably strengthen acceptance of our measures.

In addition, our activities focus on the expansion of 
construction measures, as they have a significant impact 
on the quality of living that our homes offer. These include 
measures for infrastructure links, the design of green 
spaces and mobility concepts, e.g., to promote e-mobility. 
Vibrant neighborhoods are characterized by diversity and 
a good social mix. As a result, we provide support for 
social and community activities in the neighborhoods by 
cooperating with local facilities. This also includes taking 
integration measures, for example, to respond to the 
migration flows witnessed in recent years and offering 
people arriving in Germany for the first time a new home.

Outlook for 2020

We will continue to pursue and expand our customer 
focus. This will involve:

> �Further improving the quality of our communications 
and service with the tenant app

> �Boosting customer satisfaction by implementing 
measures developed based on the customer survey on 
an ongoing basis

> �Pressing ahead with our senior-friendly apartment 
conversions and converting at least one in three newly 
rented apartments to make them accessible

> �Continuing to implement our voluntary commitments to 
protect tenants in cases involving modernization work 
and hardship

> �Continuing with community development projects in 
collaboration with city and municipal authorities and 
launching new community development projects

> �Further expanding our funding framework and social 
projects

15,000 apartments 
(partially) modernized to make them 

senior-friendly

> € 900,000
invested in social projects
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Management Approach 103-1

Vonovia’s activities are centered around its customers and 
their needs. Their satisfaction with, and appreciation of, 
our products and services are directly linked to the com-
pany’s success in the long term. Our customers expect to 
have an affordable home offering contemporary living 
standards, which is why proximity to our customers and 
making it convenient for them to contact us are key 
elements of our customer service philosophy. Every 
Vonovia employee is called upon to actively contribute to 
improving customer satisfaction and to fulfilling our 
service promise. We support this by:

> Offering excellent customer service
> �Expanding the range of self-service functions available, 

e.g., on the tenant app “Mein Vonovia” (My Vonovia)
> Expanding the range of value-add services that we offer

Establishment in the Organization 103-2

While, strategically, customer satisfaction falls within the 
sphere of responsibility of our customer service team, it is 
a matter that concerns all operational departments that 
have contact with customers, and is ensured by each and 
every Vonovia employee. The customer services depart-
ment commissions a service provider to conduct a random 
survey to measure customer satisfaction once a quarter. 
The results are processed by all of the specialist depart-
ments using an online analysis tool, and suitable measures 
are developed and their implementation closely monitored.

In mid-2018, we established a hardship management 
organization at our headquarters in Bochum. In order to 
provide even better support for our tenants in such cases, 
our hardship management team has been supported by 
our neighborhood managers, working on site in the 
individual regions, since 2019. The team consists of four 
hardship managers in Bochum who work closely with the 
24 neighborhood managers on site. When they receive 
notification of a case of hardship, the hardship managers 
perform an initial preliminary review and hand the matter 
over to the neighborhood management team for further 
processing, with the neighborhood team assuming 
responsibility for further personal contact with the tenants 
concerned. We aim to find the best possible solution for 
our tenants that suits their individual circumstances.

Challenges, Opportunities and Risks 103-1

Challenges 
 
 
 
 

> �Impact of the public debate, e.g., relating to the correct invoicing of ancillary costs and the allocation of modernization 
costs, on how Vonovia is seen and on the company’s reputation

> �Channeling customer communication via numerous contact points (online and in person on site) – decentralization a 
communication challenge

> Seasonal workload fluctuations in customer service due to peak periods (e.g., dispatch of ancillary expense bills) 

Opportunities 
 
 

> �Positioning in the market by offering excellent service and fast response times in an environment subject to increasing 
demands regarding the quality of housing and customer service and rising rents at the same time

> Improving availability to customers by digitalizing processes and services 

Risks 
 
 

> �Impact on the company’s success and reputation due to Vonovia’s failure to respond to the limited support for rent 
increases

> Possible quality losses – and, as a result, increased customer complaints – due to cost pressure 

Customer Satisfaction
 102-44, 103-1, 103-2, 103-3, 203-2
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Objectives, Measures and Indicators 102-44, 103-2, 103-3, 203-2

Description of 
objective Description of measures

Measuring 
customer 
satisfaction

Quarterly calculation of the Customer Satisfac-
tion Index (CSI) using customer surveys as a key 
performance indicator
> �Survey regarding overarching topics such as image, 

loyalty and overall satisfaction
> �Topic-related feedback on customer loyalty, 

maintenance and modernization measures
> �Feedback on repairs, residential buildings and 

external areas
> �Results are included in the calculation of 

Management Board remuneration 

Introduction of a new online tool developed by the 
service provider “AktivBo” to measure customer 
satisfaction 

  
 

Collection of information on other indicators such as 
the vacancy rate or tenant fluctuation 

  
 

Ongoing 
improvements  
in customer  
service
 

Expansion and improvement of customer service through service centers, caretakers, the residential neighborhood organization 
and the multilingual central customer service center
> Direct and personal communication with tenants
> Reduction in time needed to process customer queries 

Expansion of self-service functions for 24/7 
availability
> Customer platform
> �Further development of the tenant app allowing 

online access to ancillary cost documents, expand-
ed to include an area for interested parties, cus-
tomer satisfaction survey and energy agreements 

  
 
 
 
 
 

Implementation of measures developed based on 
customer surveys
> �Increase in telephone availability
> �Improvement in email communication with 

Vonovia
> Optimization of ancillary costs bills 

 

Ongoing expan
sion of the 
range of housing-
related services 
(value-add 
services) (see 
chapter Value-
add Strategy  

 –   AR 2019, 
p. 61) 
 
  
 
 
 
 

Expansion of value-add offering to complement our core activities
> Services that offer greater convenience and added value for customers
> Services that are cost-effective and remain affordable
> Services that are suitable for standardization and implementation on a large scale 

Expansion of the range of energy services on offer
> Smart meter solutions for the digitalization of meter-reading processes
> Landlord-to-tenant electricity concept using the installation of additional photovoltaic plants
> Expansion of green electricity offering to new customers 

Expansion of the portfolio of services for the residential environment
> Caretaking services and cleaning work
> Maintenance of green spaces
> Digital assistance systems for living in old age and cooperation with social institutions and care services 

Customer satisfaction  
an important criterion for the 

remuneration paid to the Management 
Board and employees

Extensive self-service functions  
on the tenant app

http://Expansion of the portfolio of services for the residential environment
> Caretaking services and cleaning work
https://reports.vonovia.de/2019/annual-report/report/fundamental-information-about-the-group/strategy/value-add-strategy.html> Digital assistance systems for living in old age and cooperation with social institutions and care services

http://Expansion of the portfolio of services for the residential environment
> Caretaking services and cleaning work
https://reports.vonovia.de/2019/annual-report/report/fundamental-information-about-the-group/strategy/value-add-strategy.html> Digital assistance systems for living in old age and cooperation with social institutions and care services

http://Expansion of the portfolio of services for the residential environment
> Caretaking services and cleaning work
https://reports.vonovia.de/2019/annual-report/report/fundamental-information-about-the-group/strategy/value-add-strategy.html> Digital assistance systems for living in old age and cooperation with social institutions and care services
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Description of 
objective Description of measures

Expansion of 
hardship  
management  
to improve 
customer service 
in difficult 
situations

Implementation of a uniform nationwide process for 
hardship management
> ��Expansion of internal guidelines and additional 

staff 
> �Definition of a financial framework for additional 

costs not exceeding € 2/m²
> �Better individual support for customers in difficult 

situations provided by the hardship team in 
Bochum (hardship managers) and the neighbor-
hood managers

> �Hardship team available 24/7
> �Adaptation of processes to ensure personal con-

tact and to allow joint solutions to be identified, 
e.g., moving to a different apartment, staggering 
of rent increases or reduction in the modernization 
cost allocation for a certain period of time

> �Addition of over 70s arrangement: guaranteeing 
affordable housing for tenants aged over 70

> �Decision on financial/personal hardship before 
construction work begins

> �Structured application of financial and personal 
hardship objections based on a standard form; 
transparent description of the documents to be 
submitted  

 

Number of hardship arrangements:
> �1,600 cases of hardship in around 13,200 modern-

ization projects
> �315 cases among over 70s processed, with 

positive decisions in 176 cases (rent increases 
were not implemented) 

 

1,600
customers assisted by hardship management 

team in 13,200 modernization projects – 

individual support provided by hardship and 
neighborhood managers
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Vonovia SE Sustainability Report 2019

Customer SatisfactionSociety and Custumers —

NOTIFICATION

The tenant receives a notification 
letter about the modernization 
work in due time, three months 
before construction work starts 
• Information on the energy savings  
 that will be reflected in the advance 
    payments for heating costs
• Information on the procedure for 
    hardship objections

IF TENANTS NEED TO MOVE APARTMENT

• Contact person in the neighborhood
• Hardship hotline with a direct extension to 
    the hardship team in Bochum

24/7 AVAILABILITY

• Adequate level of residential comfort (e.g., apartment 
    can be aired)
• Normal access during non-working hours
• Cleanliness on the construction site
•  Sanitary facilities made available where possible 
• Alternative accommodation if necessary (e.g., hotel)

• Accessible apartment that is ready for occupancy, 
   if possible in the same housing complex
• Move organized by Vonovia
• Help with relocation costs: renovation of the new 
    apartment, contribution to relocation company costs

DURING THE  CONSTRUCTION

OUR ANSWERS

Transparent communication (tenant 
meeting, consultation hours, dialogue)

Clear and easy-to-understand processes 
Customer-friendly hardship management

Financial framework for additional costs: 
max. € 2/m2 > actual amount: € 1.36/m2

TENANT CONCERNS

• Will I have to move?
• Will I be forced out?
• Will my apartment remain 
   a£ordable?
• Construction site dirt and noise?

CONSTRUCTION

HARDSHIP APPLICATION

 REVIEW AND DECISION

CONTACT

• Submission of application using a form, 
 including transparent instructions
• Extended submission deadline: 
 up to two months after receipt 
   of the letter

• Telephone contact made with the 
 tenant by the hardship team 
    in Bochum

• Forwarding by email to
   on-site neighborhood management 
   team

• Clarification of any outstanding 
    issues regarding the objection

Neighborhood management and regional managers make 
decisions based on the facts and guidelines for action, 
and inform the tenants accordingly.
 
A record of the outcome goes to the hardship team in Bochum,
which prepares a modernization agreement based on the decision.

The neighborhood management team concludes the agreement 
with the tenant.

• Hardship decision before construction work starts
• Structured capping regulations

Groups that could potentially 
raise hardship objections

•  Older people/pensioners
•  Families with two children or more
•  Single parents
•  Tenants on low incomes
•  Tenants receiving social benefits

Requirement
“Once the increased rent has been 
deducted, the tenant only has limited 
income left to cover their living costs 
or to maintain their current standard 
of living.”

Support in Modernization Projects
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Management Approach 103-1

The problem surrounding the availability of affordable 
housing attracted considerable media attention in 
Germany in 2019. The question of publicly subsidized 
housing arises, in particular, in tense housing markets in 
metropolitan areas. The shortage of housing and, as a 
result, the development of property prices and rents are 
creating a subjective feeling of injustice across all sections 
of society. As a result, policymakers are coming under 
increasing pressure. Vonovia finds itself caught between 
the poles of society and politics, as social discussions on 
affordable housing are shaping the political agenda.

Vonovia sees itself as part of the solution by offering 
affordable housing for broad sections of our society. 
Within this context, we are committed to using densifica-
tion measures in existing settlements, vertical expansion 
and the development of newly designated building land. In 
doing so, we use a modular approach to new construction 
work over and above conventional construction methods. 
This allows Vonovia to create new living space more 
quickly. The development business of the BUWOG 
companies and the expansion of the new construction and 
conversion projects realized by our technical service are 
allowing us to forge ahead with our new construction 
measures on a large scale. Vonovia will offer affordable 
homes first and foremost through efficient processes and 
economies of scale, and alleviate the situation on the 
housing market by building new homes. This is the only 
way to ease the pressure on the housing markets – espe-
cially in metropolitan areas and in central and urban 
locations.

One aspect that is of decisive importance to us is being 
able to offer existing and new tenants alike the prospect of 
being able to stay in their homes in the long term. Nobody 
should have to move out of a Vonovia apartment due to 
their financial resources, especially not because of mod-
ernization work. This is why we are going beyond our 
statutory requirements and taking numerous measures to 
protect the people living in our properties. We are limiting 

the costs of modernization measures that can be passed 
on to tenants to a maximum of €2/m2. An active hardship 
management system supports tenants who are experienc-
ing financial difficulties and finds individual solutions. We 
offer tenants over the age of 70 a guarantee that their 
apartments will continue to remain affordable even if the 
standard local comparative rents change. We have laid all 
of these aspects out in our voluntary commitments. In 
collaboration with city and municipal authorities, we offer 
subsidized and independently financed housing for people 
on low incomes. In many cities, social charters provide 
additional protection in this regard. Our rental prices are 
based on the usual local rents and – if available – on the 
qualified rent indices.

Establishment in the Organization 103-2

Vonovia’s new construction business, which operates 
under the BUWOG name, and the technical service plan 
the construction of new apartments. The technical service 
is generally also responsible for expansions and conver-
sions. In the field of portfolio and rental management, rent 
is calculated in coordination with the regions and hardship 
management processing.

Creating Appropriate Living 
Space and Affordable Rents

 102-15, 103-1, 103-2, 103-3, 413-1
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Challenges, Opportunities and Risks 103-1

Making new homes available while at the same time 
ensuring affordable rents is associated with both opportu-

nities and risks for Vonovia. This is because Vonovia is 
operating in an area of tension, which is subject to inten-
sive public debate on social housing as well as tenancy 
law and sociopolitical issues.

Challenges 
 
 

> Public discussions on affordable housing and the right to affordable housing
> Subjective feeling of injustice due to rent developments
> Widespread “not-in-my-backyard” stance with regard to densification 

Opportunities 
 
 
 
 
 
 

> �Possible increase in support for new construction and densification by taking a serial/modular approach to construction 
work and ensuring shorter construction times

> Reduction in construction and follow-up costs
> Increase in quality thanks to standardization of construction and procurement processes
> Tenants can remain in their apartments in the long term thanks to needs-based construction
> Increased trust and attractiveness by limiting the allocation of modernization costs
> Implementation of consultation and participation procedures 

Risks 
 
 
 

> �Mounting construction costs, longer construction times and financial burden for Vonovia due to the construction boom and 
increasing regulations

> State-specific building regulations hinder the implementation of modular construction in some cases
> Less financial incentive to create new housing due to tightened regulations 

Objectives, Measures and Indicators 102-15, 103-2, 103-3, 413-1

Description of 
objective Description of measures

Implementation 
of new construc-
tion measures

Expansion of development measures (see chap-
ters Environmental Protection in Connection With 
Conversions and New Construction Measures 

 p. 51 et seqq. and Portfolio in the Development 
Business   –   AR 2019, p. 81 et seqq.)
> Newly built apartments: 1,220 (2,092 Group-
wide), 870 of which were built for the company’s 
own portfolio (1,301 Group-wide)  

Implementation of serial/modular construction, 
densification and vertical expansion, also in existing 
locations
> �Reduction in construction costs and construction 

times while maintaining high quality standards
> Ensuring affordable housing
> �Reducing noise pollution and dirt that the residents 

are exposed to 
 

Achieving economies of scale
> To reduce costs when purchasing services and materials
> For standardized processes and materials used (construction measures, property management) 

 

Implementation of participation measures (see chapter Community Development   p. 76 et seqq.) 
> Involvement of tenants and other stakeholders in the planning of new construction measures or vertical expansion measures
> Talks with local advisory boards and tenant representatives
> Organization of regular information events
> Use of mediators where appropriate 
 

More than 
1,200

new apartments 

completed in 2019

https://reports.vonovia.de/2019/annual-report/report/portfolio-structure/portfolio-in-the-development-business.html
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Description of 
objective Description of measures

Rental of 
affordable 
housing to broad 
sections of the 
population

Ensuring moderate and socially acceptable rent 
development
> �Monthly in-place rent for the rented (living) space: 

€ 6.79/m² 

Rental to broad sections of the population
> Around 33,600 new rentals
> New customers from 140 countries
> �35% of apartments rented out to people with 

migration backgrounds
> 10% of new customers are students 

 

Commitment to avoiding speculation involving land 
earmarked for construction 

  
 

Continuation 
of voluntary 
commitments in 
place to protect 
tenants’ existing 
rights 

Implementation of the   voluntary commitment to cap the costs of modernization measures that can be passed on to tenants
> �Commitment not to conduct modernization work that would add more than € 2 per month to the tenant’s basic rent per  

square meter
> Individual review of hardship cases 

Implementation of individual and voluntary commitments (subsidized housing) for existing buildings in cooperation with city and 
municipal authorities
> �Protection for vulnerable tenant groups: older senior citizens, low-income households/families that have no legal entitlement to 

publicly subsidized housing, people with lower chances of success in the housing market, migrants and refugees 

Implementation of uniform nationwide hardship 
management (see chapter Customer Satisfaction 

 p. 66 et seqq.) 

 

Implementation of   over 70s arrangement: 
guaranteeing affordable housing for tenants aged 
over 70
> �Guarantee that apartments will remain afford-

able even if the standard local comparative rent 
changes

> �315 requests processed
> �Positive decision for 176 customers – rent 

increases not implemented 

 
 
 
 
 
 
 
 
 

Provision of 
housing for  
those in need

Cooperation with federal states and municipalities to accommodate vulnerable individuals
> Participation in the “Endlich ein Zuhause” (A home at last) initiative in North Rhine-Westphalia to combat homelessness
> �Participation in the “Essener Standard für unterstütztes Wohnen” (Essen standard for supported housing), to provide disadvan-

taged people with permanent housing
> Provision of 400 apartments for refugees in Dresden
> Support for the Berlin homeless center (“Haus Strohhalm”) 

 

Specific measures
> Cooperation with the city of Osnabrück to support the Frauenhaus Osnabrück women’s refuge
> �Cooperation with the protestant “Lichtblick” foundation (Frankfurt am Main) to help find homes for people who find it difficult 

to find accommodation
> Donation to the Ingrid Ritter foundation for two mother and child shelters 

315  
over-70 requests processed

Help for 176 customers

€ 6.79/m²

Average monthly in-place rent

https://www.vonovia.de/de-de/ueber-vonovia/presse/181121_fakten-modernisierung
https://www.vonovia.de/en/geschaeftsverstaendnis
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Portfolio Maintenance and 
Tenant Health and Safety 

 102-15, 103-1, 103-2, 103-3, 413-1

Management Approach 103-1

Vonovia pursues a strategy of profitability and sustainabil-
ity in order to continuously increase the value of the 
company. We want to manage our portfolio efficiently, 
while maintaining high living standards for customers. As 
a result, maintaining and increasing the quality of our 
housing is of particular importance. After all, we can only 
gain long-term loyalty and be successful in the future if 
our tenants are safe and healthy in their homes and enjoy 
a high quality of living. This is why we renovate and 
modernize our buildings on an ongoing basis and take 
measures to increase standards of comfort in our residen-
tial properties.

We offer conversion measures to meet specific tenant 
needs via our housing-related services – for example, 
senior-friendly apartment conversions – and make mobil-
ity and security solutions available. In Germany, we 
convert at least one in three of our apartments that are 
newly rented or partially modernized to make them 
suitable for senior citizens. When we renovate vacant 
apartments and redesign spaces, we make sure that they 
are accessible or barrier-free. In addition, we build and 
design our apartments so that groups with special needs 
– e.g., people suffering from dementia – also feel at home 
in our properties. This systematic focus on senior-friendly 
conversion and refurbishment is our way of responding to 
the process of demographic change within our society.

 

Portfolio quality means:

> �Ensuring the sound structural condition of our buildings 
through maintenance and modernization work

> Guaranteeing our tenants’ safety and health
> Focusing on the residential environment
> �Achieving value and return from the portfolio, which we 

aim to improve through new constructions, holistic 
community development and targeted acquisitions and 
sales

By maintaining and upgrading older properties, Vonovia is 
helping to solve one of the biggest social challenges of our 
time: ensuring key housing in urban areas.

Establishment in the Organization 103-2

Changes affecting the structural condition of our buildings 
are usually conducted by the technical service, while the 
residential environment service takes care of the area 
directly surrounding our apartments. Sustainability 
aspects are taken into account in procurement (of building 
materials) thanks to close collaboration between the 
portfolio management, technical service and procurement 
departments.
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Challenges, Opportunities and Risks 103-1

Challenges 
 
 
 

> Increasing demand for sustainable building materials
> �Attention drawn to energy-efficient modernization measures has an impact on the public perception of Vonovia (e.g., 

modernization cost allocation)
> Tenant-landlord dilemma can stand in the way of investments 

Opportunities > Building a reputation by maintaining and providing attractive housing 

Risks 
 
 
 
 
 
 
 
 

> �Cost-effective implementation of construction measures hindered by the scarcity of craftsmen’s capacities and an increase 
in construction costs as a result of the construction boom in recent years

> �Construction measures taking longer to implement and becoming more expensive due to drawn-out construction approval 
procedures

> Insufficient information regarding the materials used in construction or the implementation of construction regulations
> More stringent construction and tenancy law provisions
> Increase in construction costs due to mounting requirements for senior-friendly homes
> Increase in cost of building materials with regard to sustainability requirements
> Lack of tenant acceptance for construction measures 

Objectives, Measures and Indicators 102-15, 103-2, 103-3, 413-1

Description of 
objective Description of measures

Maintaining and 
improving the 
quality of the 
portfolio through 
purchase and 
sale, main-
tenance and 
modernization/
measures to in-
crease standards 
of comfort

Maintaining and improving the structural condition 
of buildings based on operational and strategic 
considerations
> �Maintenance: long-term preservation of the 

building stock
  – �Regular economic expenses planned over the 

long term
  – �Planning oriented toward long-term and short-

term needs
  – �Employing economies of scale to reduce costs
  – �Around € 482 million invested
> �Modernization: increasing the standards and value 

in use of buildings
  – �Measures to improve the standard of living in 

15,000 apartments
  – �Energy efficiency measures on building shells or 

supply infrastructure
  – �Around € 997 million invested 

 

Continuation of the 3% target for energy-efficient modernization
> 2019: 3.7% modernization rate achieved 

Implementation of measures to ensure tenant health and safety inside and outside the home
> Ongoing minimization of hazards thanks to stringent compliance with all public safety provisions
> Ridding neighborhoods of areas that feel unsafe, e.g., unlit parking lots or paths
> Ensuring sufficient lighting on paths, parking spaces and in foyers and halls
> Improved protection against burglary in cooperation with the State Office of Criminal Investigations in North Rhine-Westphalia
> Regular inspections of all open spaces and playgrounds to identify possible dangers
> Regular checks on building safety, taking all statutory construction regulations into consideration
> Developing fire protection concepts
> �Measures to reduce noise and avoid dirt, e.g., by installing soundproof windows on streets with heavy traffic or announcement 

of construction work early on at tenant meetings and during consultation hours
> Preventing and combating mold 

 

Maintenance and improvement of structural facilities in the residential environment (see chapter Key Figures, sections on 
Governance   p. 114 et seqq. and Social – Occupational Health and Safety   p. 130)
> Repairing and replacing playground equipment
> Healthy, viable tree stock thanks to professional tree care operations
> Increasing the quality of living by creating more green spaces outdoors
> Ensuring safety by performing safety inspections on (un)developed open spaces, trees and playgrounds at defined intervals 
 

Almost  
€ 2 billion

invested in buildings

(capitalized maintenance, modernization,  
new construction)
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Description of 
objective Description of measures

Use of safe 
materials in con-
struction work 
 
 
 
 
 
 
 
 

Use of building materials – also by subcontractors – 
that enable customers to live healthily
> �Careful selection of the materials used in construc-

tion by procurement and portfolio management 
based on state-of-the-art standards and stringent 
quality requirements that are set out in our product 
manual

> �Definition of stringent internal standards for mate-
rial selection, including the performance of various 
quality tests and adherence to applicable health, 
safety and environmental standards 

Conversion and 
refurbishment 
measures to 
meet changing 
housing needs 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Implementation of needs-based new construction, 
refurbishment and conversion going beyond the 
statutory standards
> �Review of potential for making facilities in the 

neighborhood and existing buildings accessible 
during modernization measures

> �Aim to refurbish at least one in three existing 
apartments that are newly rented/partially mod-
ernized to make them accessible, e.g., by installing 
elevators, flat thresholds, walk-in showers and 
anti-slip floors

> �Adjusting apartment sizes
> �Care and support services for elderly tenants and 

the establishment of residential communities 
supervised by nursing assistants, e.g., shared 
living facility for dementia sufferers, 85 voluntary 
supplementary conversion measures (e.g., ramps, 
handrails) for people with disabilities

> �Around 15,000 apartments (partially) modernized 
to make them senior-friendly (almost 50% of the 
33,600 newly rented apartments) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

There was no need to conduct any special health and 
safety checks in connection with the materials used in the 
reporting year.

Expenses for Maintenance and Modernization

Vonovia is maintaining its high level of investment. We 
made the following investments in 2019:

Maintenance and Modernization

in € million 2018 2019 Change in %

Expenses for maintenance 289.7 308.9 6.6

Capitalized maintenance 140.7 172.7 22.7

Modernization measures 904.7 996.5 10.1

New construction (to hold) 234.3 493.0 >100

Total modernization, new construction and maintenance measures 1,569.4 1,971.1 25.6

Maintenance expenses and capitalized maintenance (€/m²) 17.7 19.0 7.3

Intensity of modernization (€/m²) 37.0 39.4 6.5

Quality assurance 

thanks to stringent procurement 
requirements set out in product 

manual

Approx. 
15,000

apartments 
 

were (partially) modernized in 2019 to  
make them senior-friendly
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Community Development 
 103-1, 103-2, 103-3, 413-1

 

Management Approach 103-1, 102-15

Terms such as “living neighborhoods” or “neighborhoods 
worth living in” show that quality of living is increasingly 
being associated with life at a neighborhood level. As a 
result, neighborhoods are moving into the spotlight of the 
real estate industry. This can influence urban development 
by taking a holistic view of the neighborhood – and at the 
same time create value and improve the housing situation 
for local residents. Long-term planning and tailor-made 
construction solutions can help to ensure that living in 
developed neighborhoods is, and remains, affordable for 
broad sections of the population. This allows sustainable 
citizen and tenant-focused urban development to be 
combined effectively with value creation for the company.

As a result, the development of contiguous housing stocks 
is a top priority for Vonovia. In our view, they offer particu-
lar potential for structural and social design measures – 
allowing Vonovia to contribute to sustainable urban 
development.

Community development includes several key measures. 
In addition to renovation measures with socially accept-
able, low modernization cost allocations, the comprehen-
sive review of financial and social hardship cases (see 
chapter Creating Affordable Living Space   p. 70 et seqq.) 
and measures to improve energy efficiency in the portfolio 
(see chapter Environment   p. 40 et seqq.), these measures 
include the creation of living space by adding additional 
stories to existing buildings and new construction on 
unused open spaces. They also include measures to shape 
the residential environment, which not only involve 
upgrading and optimizing existing green spaces, but also 
creating new recreational and meeting places. We also 
take account of infrastructure issues, which we address, 
for example, by way of holistic mobility concepts or the 
establishment of local amenities.

In addition to construction measures, social infrastructure 
also plays a key role. In addition to special forms of 
housing, such as senior-friendly apartments, services and 

neighborhood meeting places are also being established 
with community-focused cooperation partners and 
children’s day care centers are being set up. The inte-
grated neighborhood philosophy is underpinned by 
needs-based and functional cooperation projects with 
social institutions. This allows us to promote a sense of 
peaceful coexistence, integration and interaction within 
the neighborhood. We use various tools for this purpose, 
e.g., making premises available. Conventional donations to 
social institutions and projects also help to foster commu-
nity spirit within a neighborhood. Group guidelines on how 
to deal with social support measures provide a framework 
within which the responsible individuals are free to 
operate on a decentralized level, selecting and implement-
ing suitable and needs-based cooperation projects.

Acceptance by the tenants and residents concerned is an 
absolute must for all changes in the neighborhood. This is 
why we rely on comprehensive participation formats that 
give tenants a say and allow them to influence the design 
of the projects concerned. Participation processes 
designed for active involvement and civic participation 
initiatives help us to overcome differences and develop 
solutions for the neighborhood hand-in-hand with each 
other. By involving citizens and tenants in project planning 
and implementation, we can increase the quality of the 
solutions and their acceptance. Typical involvement 
formats include fireside chats, planning pop-up offices and 
tenant workshops allowing tenants to actively contribute 
to facade and playground design, mobility issues and 
route/pathway design. Participation and extensive com-
munication involving all partners is a key component for 
the successful implementation of large community 
development projects in particular.

The variety of measures proves that it is possible to take a 
holistic approach that goes beyond merely increasing the 
value of a property and has the potential to create com-
pletely new types of residential environments worth living 
in. We use our community development projects to play 
an active role in urban development and to live up to our 
responsibility for ensuring social harmony.
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Establishment in the Organization 103-2

Responsibility for community development projects – once 
they have been approved by the Management Board – lies 
with the regional organization, which is responsible for 
both the planning of, and provision of commercial support 
for, the individual projects. When it comes to executing 
the projects, we increasingly use our own on-site commu-
nity developers in the neighborhoods, which allows us to 
deal with any special issues that arise as needed.

The participation formats are also the responsibility of, 
and are managed by, the regions, as are our corporate 
citizenship and philanthropy activities. The latter are 
supplemented, and their quality assured, by social engage-
ment approaches that are centrally managed via Corpo-
rate Communications.

Challenges, Opportunities and Risks 103-1

Challenges 
 
 

> Mixed acceptance of modernization and densification measures; “not in my backyard” stance
> Involvement of stakeholders, especially tenants and municipal politicians
> Time-consuming participation procedures mean that construction measures take longer 

Opportunities 
 
 
 
 
 
 
 
 

> �Strengthening acceptance of our measures and improving customer satisfaction by involving stakeholders in planning and 
decision-making processes

> Use of small-scale formats to get tenants involved and to minimize their concerns and worries
> Enhancing the quality of the solutions developed by tailoring the measures to suit local conditions and requirements
> Creating more attractive living space thanks to the voluntary commitment shown by customers and residents
> �Increasing quality of living by creating new green spaces, playgrounds and neighborhood centers as places for residents to 

communicate (recreational areas)
> �Strengthening neighborhoods and a sense of community spirit between people from different backgrounds by taking 

measures to foster integration 

Risks 
 

> Greater obligation to take requests that are expressed into account due to increased participation
> Possible negative impact on credibility if competing interests cannot be given adequate consideration 
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Objectives, Measures and Indicators 103-2, 103-3, 413-1

Vonovia is currently implementing 13 major community development projects nationwide:

Hamburg (2018)
Wilhelmsburg
1,451 units/€ 84 million

Berlin (2016)
Tegel-Ziekowstraße
1,470 units/€ 111 million

Frankfurt (2017)
Knorr district
150 units/€ 14 million

Kornwestheim (2019)
Südkorn
277 units/€ 34 million

Dortmund (2017)
Westerfilde North + South
639 units/€ 23 million

Essen (2018)
Eltingviertel – BA1 + 2
420 units/€ 27 million

Aachen (2016)
Preuswald
397 units/€ 27 million

Kiel (2018)
Gaarden (Förde)
682 units/€ 32 million

Berlin (2017)
Lettekiez
919 units/€ 36 million

Berlin (2016)
African Quarter
422 units/€ 41 million

Bielefeld (2017)
Sennestadt
302 units/€ 14 million 

Bochum (2019)
Weitmar
1,558 units/€ 81 million

Duisburg (2019)
Hüttenheim
228 units/€ 81 million

Project progress

Components of Community Development Based on the Example of Dortmund-Westerfilde

> Holistic community development project based on the City of Dortmund’s integrated action plan
> Investment volume of € 23 million in the implementation period from 2016 to 2020
> �Socially acceptable energy-efficient modernization of 640 apartments focusing on the needs of customers and 

the portfolio and using public funds
> Rent restrictions for 110 units following completion of the measures
> �Development of a concierge project to improve accessibility and rid the neighborhood of areas that feel unsafe 

and creation of a new neighborhood center
> Creation of attractive housing for senior citizens and families
> Upgrading of open spaces and neighborhood squares as well as facade renovation featuring artistic designs
> Social services and support for residents (e.g., games and sports, social counseling)
> Extensive tenant information and involvement, e.g., via workshop participation

More information is available at   www.vonovia.de/de-de/vor-ort/west (German only)

Annual figures in brackets = start of community development
Figures in € million = amount invested

https://www.vonovia.de/de-de/vor-ort/west
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Description of 
objective Description of measures

Involving 
stakeholders in 
planning and 
decision-making 
processes

Implementing measures for participation/consultation procedures
> Strengthening acceptance of construction measures and community development projects
> Promoting holistic community development
> Creating diverse, open and liveable spaces that people can identify with
> �Measures including tenant workshops allowing tenants to actively contribute to facade and playground design, mobility issues 

or route/pathway design 

 

Participation measures
> �Information: in writing and at information events
> �Tenant/senior citizen advisory boards and neigh-

borhood offices as a central port of call for tenants 
with concerns

> �Tenant participation: workshops to define mea-
sures, information exchange through meetings, 
discussions, surveys and pop-up offices

> �Individual communication measures such as “door-
step chats” and neighborhood tours

> �Long-term participation concepts to facilitate 
ongoing involvement

> �If necessary, mediation procedure
> �More than 8,000 tenants reached out to at tenant 

meetings and in consultation procedures 

Implementing 
approaches to 
create vibrant 
and liveable 
housing stocks

Implementation of community development projects
> ��Three new community development projects 

launched in 2019: Bochum-Weitmar, Duisburg-
Hüttenheim and Stuttgart-Kornwestheim

> �13 community development projects in 2019 
covering approx. 9,000 units with an investment 
volume of around € 60 million (over the entire 
term > € 500 million) 

Supplementing investments in construction 
measures (refurbishment, densification, vertical ex-
pansion) with further measures aimed at upgrading 
homes and increasing the value of the portfolio in 
the process
> �Infrastructure improvements (mobility offers, local 

amenities, day care centers, etc.)
> �Creation of recreational areas, green spaces, play-

grounds and communal gardens
> �Realization of holistic energy concepts 

 

 

Incorporation of mobility concepts into the construction work involved in developing residential surroundings
> Car sharing
> Bicycle parking spaces, cargo bikes
> E-mobility 

Supporting  
social and com-
munity activities 
in neighborhoods

Expanding cooperation initiatives with local social and public institutions as a strategic component of community development
> To upgrade neighborhoods and the portfolio
> To promote social cohesion
> To make neighborhoods more eco-friendly 

Needs-based support for specific projects and initiatives on site
> Financial support/donations based on the requirements set out in the donations and sponsorship guidelines
> Donations in kind, making premises available
> Personal commitment of employees (particularly in clean-up and greening campaigns) 

Provisions of rent-free or discounted commercial premises to social/charitable organizations
> 5,911 m² in 59 commercial units 

Initiation of a central funding program for social projects
> Funding volume: € 200,000 (€ 400,000 from 2020 onwards)
> 131,383 units targeted with 94 projects = 37% of the total of 355,708 residential units 

13
community development projects

covering approx. 9,000 units with 
an investment volume of around 

€ 60 million (in 2019)

179
tenant meetings and consultation 

procedures in 2019 

(81 tenant meetings, 20 tenant 
advisory boards, 78 consultation 

procedures)
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Description of 
objective Description of measures

Implementation of “Vonovia bewegt” (Vonovia: making a difference) from July 1, 2019, onwards by the customer service depart-
ment to support non-profit organizations operating locally in Duisburg and Dresden (€ 1,000 per location and month for one local 
organization in each case); projects selected based on employee votes 

Foundation work
> Support measures to benefit tenants or the rental environment
> Support for tenants facing social hardship
> �Involvement in four foundations: Vonovia Stiftung, Vonovia Mieterstiftung e. V., Stiftung Mensch und Wohnen and Stiftung 

Pro Bochum
> Total funds distributed: € 198,852
More information is available at   www.vonovia-stiftung.de 

 

Overview of financial contributions made to social 
projects and institutions in 2019:
> �Locally through regional contributions: € 223,220 

in 77 projects
> �Centrally via the funding program for social 

projects: € 185,598 in 94 projects
> �“Vonovia bewegt”: € 12,000 in 12 projects
> �Via the foundations: € 198,852
> �Via central cooperation projects: € 297,600 

(Stifterverband, Jewish Museum in Frankfurt, 
Teach First Germany)

> Total financial contributions: € 917,270 
 

You can find further information on our community 
development projects and our local activities at  

 www.vonovia.de/de-de/vor-ort

An overview of our construction measures can be found in 
this Sustainability Report in the chapters Portfolio Mainte-
nance and Tenant Health and Safety   73 et seqq. and 
Creating Appropriate Living Space and Affordable Rents 

 70 et seqq. You can find out more about energy-efficient 
refurbishments in the chapter Energy Efficiency and 
Reducing Greenhouse Gas Emissions   46 et seqq.

Through its Corporate Communications departments, 
Vonovia implements other centrally managed projects 
with a cultural or location-specific focus, including:

The Vonovia Photo Award
> �Annual photo competition with the theme of “Zuhause” 

(at home)
> Prize money of € 42,000
> �For professionals and up-and-coming new 

photographers alike
> �Established as one of the leading photography competi-

tions in Germany

More information:   https://award.vonovia.de

VfL Bochum
> �Sponsorship with naming rights for the stadium of the 

second-league soccer team VfL Bochum: Vonovia 
Ruhrstadion

> �Support for VfL Talentwerk, the club’s youth 
organization

> Implementation of numerous soccer camps for children

More information:   www.vfl-bochum.de

> € 900,000
invested in social projects

http://www.vonovia-stiftung.de
https://www.vonovia.de/de-de/vor-ort
https://award.vonovia.de
https://www.vfl-bochum.de/en/home/

