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Dear readers,
Doing business means assuming responsibility.
For the product, the service, the employees, and
the impact that the business has on the environ
ment and society. In this magazine we show that
we are building on our own responsibility – in
every respect. None of the topics we talk about
here is new to us. We have been active in climate
protection for instance, for years. The same ap
plies to our duty of care for the ageing society,
for our employees, and, of course, for our custom
ers. Here our second tenant survey gave us the
gratifying news that the very great majority of
our tenants enjoy living with us and are happy
to have us as their landlord.
But assuming responsibility is not enough on
its own. Talking is just as important. That was
particularly true in 2019. Also due to the debate
about the tight situation on the housing market,
which involved large sections of the public and
was often highly emotional. Under these circum
stances we decided to engage in a dialogue.
Much of the positive feedback we have received
confirmed that this was the right decision. So
we will continue to seek and promote a process
of discussion with all stakeholders. It is only by
means of a dialogue that we can determine what
we wish to achieve as a social consensus in terms
of our responsibility for the people in our country:
fair housing, which offers tenants dependable
quality in their neighbourhood, in their apartment,
in terms of climate protection and service – and
that is considerate of people who need assist
ance on the tight rental market. With our tenant
promise we have provided a concrete solution
to these concerns. But fair housing for us also
means that we can carry on our business freely
within the framework of a social market economy.

And fair housing is only possible when policy
makers have completed the urgent tasks facing
them. Low-cost building land is one example, and
excessive bureaucracy that takes ages to process
applications another.
One thing is certain for us in future: we intend
to hold our chosen course and assume responsi
bility for tenants, employees, the environment and
society.
Yours,

Michael Zahn
Chief Executive Officer, Deutsche Wohnen SE

In conversation
An apartment is much more than just a normal asset. A person’s
life centres around their home, and does so throughout their life.
As a provider of housing we have a responsibility towards the
people who live in our properties. We take this seriously and so
seek to communicate with all our stakeholders.

In conversation

“We have to talk” –
the Berlin Dialogue
Housing is a topic at the centre of public debate. Which is no surprise, because there
is a shortage of housing in the big cities and metropolitan areas. The sometimes
heated debates have also resulted in a more fundamental consideration of housing –
in connection with topics such as climate protection, gentrification, housing
shortages, rent increases or demographic change.

Dialogue Forum on 5 November 2019 in Berlin-Lichtenberg
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Deutsche Wohnen was at the heart of a discus
sion that we did not shy away from in 2019:
what is fair housing and how do we want to live
in the future? We want to assume our responsi
bilities as the largest private housing company in
Berlin and make a contribution to solving the
problems on the housing market. So we invited
people to take part in a dialogue with us – policy
makers, experts, but above all the people of
Berlin.
The dialogue began with a milestone that
attracted a lot of attention: Deutsche Wohnen
formulated a promise to its tenants – you can
read more about that on the following pages.
The next step was to invite interested citizens,
decision makers and opinion leaders by way of
adverts and posters to take part in the Berlin
Dialogue for a fair housing market. Four town
hall events and one online platform provided the
framework. The invitation was a success. The
events attracted not only policymakers, aca
demics, journalists and sector experts, but also
some 250 Berlin residents to take part in the
discussion. And the discussions were decidedly
enthusiastic. Often a lively exchange was still

taking place long after the official event was
over. Fair housing is a subject people feel strongly
about – in many different respects.
And they expressed a wide range of thoughts,
suggestions, ideas, and, of course, criticism, too.
We didn’t want any of these to be lost, so we
used this material as the basis for drafting our
“Pact for fair housing”. It summarises how fair
housing can work for everyone.
So what lessons can be learned from the
Berlin Dialogue? Manuela Damianakis, Head of
Corporate Communication at Deutsche Wohnen,
says talking about the subject openly with others
is the only right way to go: “The new process of
open dialogue, deliberately seeking a sometimes
heated discussion, is also reflected in a more
discerning public perception of the whole range
of topics.” So is that now the end of the “Fair
housing” debate? “No”, says Manuela Damianakis,
“for Deutsche Wohnen the dialogue is certainly
not over. Our aim is rather to establish ourselves
permanently in the public eye as an open-minded
player, who is always willing to talk and to work
out constructive solutions with everyone involved.”

Pact for fair housing
#1 New construction

Berlin is short of up to 200,000 apartments.
Only by a massive programme of new building
can we create the necessary accommodation.
And that is only possible when the municipal,
cooperative and private-sector players in the
housing market, society and politics all pull
in the same direction.

#2 Individual solutions

Taking tenants’ individual incomes into account
is fairer than choosing a one-size-fits-all
solution, as would be the case with political
regulation.

#3 Climate protection

Climate protection and tenant protection
must not be played off against each other.
Berlin needs energy-efficient apartments with
affordable rents.

#4 Building land/speculation
An overview of all the free land in the city is
needed. Berlin also needs to regain control over
available building land and so stop unnecessary
speculation with land.

In conversation

Opinions from the
four panel discussions
“These are agitated times. It is
important for us to talk to the people
involved. We have to find ways of
ensuring fair housing.”
Henrik Thomsen
Management Board member,
Deutsche Wohnen SE

“Berlin has growing pains. That is
good news, but now we have to catch
up in terms of new construction and
infrastructure.”

Dialogue Forum on 1 November 2019 in Berlin-Pankow

Andreas Tied
Investitionsbank Berlin

“A social contract for bigger
construction projects is urgently
needed.”
Sebastian Czaja
Chairman of the FDP parliamentary group,
Berlin

“Deutsche Wohnen is the only pri
vate landlord to offer tenants such
a promise. I am very interested to
see how that works out in practice.”
Daniel Buchholz
SPD parliamentary spokesman for
urban development, the environment
and climate action

The Berlin Dialogue
in figures
4 dialogue forums

in October and November 2019.

21 panel guests

from politics, business and civil
society.

246 spectators
at the events.

120 posts

in the online forum faires-wohnen.
berlin.

28 experts

in 6 videos, 4 dialogue forums
and 4 podcasts.
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How Berlin residents assess
the housing situation
As part of the project “Fair Housing in Berlin”
a representative opinion survey about the hous
ing situation was carried out among Berlin resi
dents on behalf of Deutsche Wohnen. Kantar
TNS, a polling institute, surveyed 1,000 people in
September 2019. The survey comprised 15 ques
tions. A majority of Berlin residents sees the
construction of new housing as the best solution
to rising rents. At the same time it shows that
people in Berlin see politicians as responsible for
solving the problems on the Berlin housing market
(74% say the Berlin city council, 57% the federal
government).

Responsibilities
Who is primarily responsible for solving the problem of the Berlin housing market?

Berlin government

74 %

Federal government

57 %

Municipal housing
companies

41 %

Action against higher rents
What are the three most important steps?

Reasons for housing shortage
Why is there not enough housing in Berlin?

Build more housing

51 %

Planning permission takes
too long

46 %

Tighter rent
control

49 %

Insufficient funding from
Berlin for new housing

44 %

More social housing

43 %

Excessive legal regulations
for new building

40 %

Source: Kantar TS, September 2019. Public opinion survey on the housing situation in Berlin

In conversation

Our promise
to our tenants
Words are sometimes just words – and some
times they are much more. When they are a
promise, for instance. That applies to the prom
ise we made to our tenants in July 2019 and
published as a concrete contribution to the dis
cussion about tensions on the housing market.
We also consider the tenant promise to be a
clear alternative to regulation across the board.
With this voluntary commitment we are making
a concrete and highly practical contribution to
improving the tight situation on the housing
market, and at the same time are maintaining
the investment capacities that are so urgently
required. And our help especially goes to those
tenants who have more difficulties on the rental
market than others. According to this, in 2019
we cut the rent increases completely or in part
in 700 cases of hardship. We further allocated
25% of our residential units to tenants who are
entitled to a certificate of eligibility to live in
social housing.

#2

#1

No tenant will have to
give up their apartment
because of modernisation.

No tenant will have to give
up their apartment because
of rent increases.
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#3

For new letting we will let one
in four apartments to tenants
entitled to social housing.

#4

As part of the urban commu
nity we provide several million
euros a year to sponsor social
and non-profit projects for
diverse and lively neighbour
hoods.

#5

We want to make significant
investments in new building to
alleviate the housing shortage.

In conversation

Do you live well?
We asked people
“We are pleased that as part of the public debate in recent months we can now
hear the opinion of the people that matter in particular: our tenants. The result
of the survey shows that our tenants think they are in good hands with us. That is
very good news.” This was how Lars Urbansky, Management Board member of
Deutsche Wohnen SE, summed up the tenant survey.

Most of the tenants – 78% to be exact – are
satisfied or even very satisfied with Deutsche
Wohnen as a landlord.
An even higher share of more than 87% are
satisfied with their own apartment. This is
another increase over the results of the 2017
survey. Back then the figure was 81%.
In this context our tenants are also very posi
tive about relations with their neighbours. Then
there is the friendliness of our employees and
tradespeople. Satisfaction here is about 90% in
both cases.
The high participation rate of 36% is a posi
tive signal and encourages us to keep developing
our tenant survey.
In addition to the positive feedback we re
ceived suggestions for improvements, especially
in two areas. One is that our tenants think our
response times for answering their enquiries and
carrying out repairs are too long. The other is
that in their opinion the level of cleanliness on

very satisfied

satisfied

rather satisfied

dissatisfied

Satisfaction with Deutsche Wohnen
78% are (very) satisfied with
Deutsche Wohnen

2019

16%

62%

17%

5%

2017

12%

59%

22%

8%
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the estates could be higher. Both comments
have been noted: customer services were cen
tralised at the start of 2020 in order to speed up
the individual stages of the response process.
The digital customer portal is also being expanded
to improve the service.
To improve the tidiness and cleanliness of
the Deutsche Wohnen properties the number of
caretakers has already been increased to 300
at our wholly owned subsidiary FACILITA Berlin
GmbH. This means the people on-site have more
time – also to ensure the place is even cleaner.

In future the tenant survey will be conducted
every year and additionally for particular reasons,
such as when modernisation work is being carried
out. “Following up on our Berlin Dialogue, a pro
cess of continuous exchange with our tenants is
a prerequisite for us to keep improving. Our aim
is for every tenant of Deutsche Wohnen to feel
they are treated well and fairly”, emphasises
Lars Urbansky.

Satisfaction with the apartment
87% are (very) satisfied with their
own apartment

Satisfaction with neighbourhood
90% are (very) satisfied with their
neighbourhood

2019

2019

27%

60%

10%
3%

2017

14%

67%

16%

Source: Deutsche Wohnen Tenant Survey 2019

4%

32%

58%

8%
3%

“We have to look
for new ways”
Last year Deutsche Wohnen was in the front line of a discussion that essentially
revolved around the question of how to provide affordable housing. A conversation
with Michael Zahn, Chief Executive Officer of Deutsche Wohnen SE.
Which ways do you suggest when you are talking
to the political decision makers?
Mr Zahn, for months your company has been
at the centre of a hard-fought public debate
about housing. What do you say to the accus
ation that you are only interested in making
a profit?
The accusation is pretty blatant. Deutsche
Wohnen is present on the ground in Berlin and is
not some faceless fund in a tax haven. That is
one reason why we are at the centre of the de
bate, which in my opinion is mostly about the
widespread fears caused by the changes that are
taking place in big cities. We have to take those
seriously. But it doesn’t help just to listen to the
people who shout loudest and press for the
simplest solutions. What is needed to solve the
problems on the housing market is courage, will
power, character, and the ability to persuade
people and make things happen. We have to look
for new ways of finding a solution that works
for everyone.

If we base rent levels more on incomes in future
we would encourage solidarity in our city. Simul
taneously we have to answer the question of how
cities will look in fifteen to twenty years time.
Here we are faced with massive challenges. Cli
mate protection, an ageing society, migration,
new ways of living and working also call for new
solutions in terms of housing. Public and private
housing companies, policymakers and critical
stakeholders have to respond to all this as a chal
lenge for everyone. But we can achieve concrete,
short-term successes right now if we speed up
the process of new construction. Policymakers
could do a lot more here, by which I mean making
building land available, granting planning consent
much faster and reducing the volume of taxes,
charges and regulations.
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Michael Zahn

Where do you see the challenges for urban
development in future?
You just mentioned several topics that are
important, as well as rents. Owing to the
“Fridays for Future” movement, climate
change seems finally to be at the centre of
global attention ...
... and quite rightly so. We have been concerned
with the topic for years – more than a third of all
carbon emissions in Germany come from property.
However, you can say that high energy efficiency
is now standard for new buildings. But things are
very different when it comes to existing proper
ties. Extensive investment is needed here to
improve the buildings’ carbon footprint and to
meet the climate goals set by the federal govern
ment. And it is precisely here that publicly listed
housing companies can make a contribution to
society. They have the financial strength and
access to capital to fund these investments. At
the same time more and more shareholders
are calling for companies to make their business
sustainable.

In a few decades the great majority of people will
live in towns. Estimates put the figure at around
84% by 2050. That not only means that a large
number of new apartments have to be built. Life
in metropolitan areas will also be very different.
So we have to think about how we want to live
together, above and beyond the topic of housing.
What will transport and logistics look like in
future? How green can megacities be? How and
where do we do our shopping? As part of the real
estate industry we are called on to create lively
and socially diverse neighbourhoods, to maintain
and support them.

On the
building site
Preserve and protect old features and ready them carefully for
the future – that is how we go about modernising our estates.
When we construct new buildings we want to set standards by
showing how forward-looking contemporary housing can be.
Because refurbishment and new buildings have one big thing in
common: climate action.

On the building site

Potsdam-Krampnitz

In with the new
There is a shortage of housing in Germany – in many regions and
locations. We help to create new housing that meets people’s
needs and is sustainable. We contribute to the design of tomorrow’s
neighbourhoods and towns – for lively, modern communities.
In 2019 we again made good progress on our journey.

Smart estate by the water
The first tenants will be moving into the Lindenau
district of Leipzig in spring 2020. The topping
out ceremony for the new building with 44 apart
ments at Lindenau Docks took place in autumn
2019. Deutsche Wohnen used the rating system
“Sustainable Housing” as a guide when planning
the apartments. This recognised certification
system comprises a wide range of ecological,
economic and social criteria. In addition, the new
buildings will be the first in the Deutsche Wohnen
portfolio to manage without any keys at all,
because the KIWI electronic access system is
installed throughout. Radiators and shutters can
also be operated in the apartment or by smart
phone app using the smart home control centre
MiA – short for “My intelligent Assistant”.

Respect for history
Within walking distance of the Zwinger and the
Semper Opera House a new residential block is
being built that will change the character of the
city: the Schützengarten. This involved the demo
lition in 2019 of two office blocks and a canteen
formerly used by VEB Energiebau Radebeul, as
well as the underground bunkers beneath them.
The time capsule buried when the foundations
were laid was recovered exactly 40 years later.
Unfortunately its contents were severely dam
aged by water. So instead, the recent history of
the site, including memories of the time capsule
itself, was revisited in a discussion with eyewitnesses in the Volkshaus Dresden. As further
documentation of the site’s history going back
to the Middle Ages, Deutsche Wohnen also com
missioned a historical study of the plot. The
plans for the new buildings were based on the
original street layout and the structural dimen
sions of the 19th century buildings destroyed in
the war. Work on the foundations is due to start
in autumn 2020. The first of the 479 apartments
should be ready to receive tenants by 2022.

Leipzig: Lindenauer Hafen

A new urban district outside Potsdam
The housing market in Potsdam is as tight as in
Berlin. In cooperation with the Brandenburg cap
ital and ProPotsdam, Deutsche Wohnen is build
ing 1,400 sustainable apartments on the former
barracks in Krampnitz over the next few years, as
part of a new town district. Some 10,000 people
will live and work here in future, in a mixture of
new buildings, listed old buildings and the natural
environment. Potsdam town council is currently
preparing the infrastructure concept, because
the new neighbourhood on the edge of the town
is intended to have as few cars as possible.

Dresden: Schützengarten

Preservation
Deutsche Wohnen is one of the largest
owners of listed residential properties
in Germany, with more than 30,000
residential units. In short, we know how
to assume our responsibilities for pre
serving architectural heritage. And we
also know that the necessary moderni
sation will only be a success with the
cooperation of the tenants.

Spring estate, Berlin-Kreuzberg
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Inclusive playground included
The Spring estate is situated in the heart of BerlinKreuzberg and its name refers to the English
word for the season. This is because the housing
was built after the war with the support of the
USA. Currently the estate is experiencing some
thing of a “second spring”, thanks to the mod
ernisation work that began in 2016. “Since 2016
we have been refurbishing 18 buildings with a
total of 1,254 residential units, and in 2019 we
again made good progress”, says technical pro
ject manager David Weinert. As Weinert explains,
as well as the modernisation of lifts, entrances
and the last section of plumbing and wiring, some
of the projects are rather unusual for rental apart
ments. “On two houses we have created green
roofs so that rainwater can evaporate and not
flow into the sewers, which improves the micro
climate and air quality in the city. In the summer
they insulate the houses against the heat, too.”
Something very special is certainly the already
completed inclusive playground, which is to be
followed by two more. An inclusive playground is
designed so that it can also be used by children
in wheelchairs. There is a raised sandpit, for in
stance, and a bridge that is also fun to zip across
in a wheelchair. And the grounds are now a real
feature altogether, with wild flowers to attract
insects, charging stations for four electric cars,
and new planting to include flowers and shrubs
that are also edible. The modernisation work is
due to be finished in 2020.
Careful refurbishment in the south of Berlin
Maintenance work on 380 residential units in
Berlin-Zehlendorf was largely completed in 2019.
Here the main focus was on the careful restor
ation of the roof, façade and entrances. The build
ings date from the 1930s and are not themselves
listed, but they border on the Waldsiedlung that
runs along the Argentinische Allee and was partly
designed by Bruno Taut. The colour scheme was
therefore chosen to show that the rows of houses
belong together. “One special element was the
insulation of the original double casement win
dows”, explains the technical project manager
Jendrik Kruse. “We didn’t just replace them, but
rabbeted the inside windows instead so that the
thicker double-glazing panes could be fitted –
one window at a time.” Another layer of roofing
felt was added and the roof was resealed. This
made it possible to keep the old roof and save
large quantities of waste. Mineral wool rather
than synthetic materials were used to insulate
the ceilings in the cellar. The work was closely
coordinated with the tenants by means of two

tenant meetings, a meeting with the tenants’
association and a guided tour. Work on refurbish
ing the staircases and redesigning the grounds
around the existing mature trees began in
early 2020.
Triple solution: refurbishment, extension
and new construction
Refurbishment, an extension and new construc
tion are basically good news in a city like Berlin.
But some of the local tenants are also worried
about what the building work will mean. So in the
Grellstraße in Prenzlauer Berg, Deutsche Wohnen
made numerous concessions to its tenants. The
borough and the company signed a joint agree
ment to formalise the arrangement. “We had
meetings with individual tenants, explained the
purpose of the work and took cases of hardship
into account”, says commercial project manager
Lutz Reichert. The project consists of several
parts: the modernisation of 253 existing apart
ments, then there are 48 penthouse units, 63
new-build units and the redesign of the grounds.
Modernisation work and the new construction
started in 2019; work on the penthouse levels
is due to begin in 2020. The extensive building
work will be completed in spring 2022.

Argentinische Allee, Berlin-Zehlendorf

On the building site

Sylvia Reinefeld explains the planned modernisation work.

We can talk
about it
Building work often not only means noise and dust for the tenants, but also uncertainty
and worry. The best thing here can be to talk openly about it, both before and during the
work. Sylvia Reinefeld makes sure on-site that our construction work goes as smoothly as
possible. She is the project manager for tenant support at Deutsche Wohnen and sees
things from both perspectives – that of the tenants and that of the site manager – so she
is in a good position to liaise between the two.
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Sylvia Reinefeld

Last year your job included supporting tenants
during the modernisation work in the Borussia
straße in Berlin-Tempelhof, where there are
around 570 apartments?
Yes, and that was a project where unfortunately
there had been communication difficulties
between the tenants and an external service pro
vider at the beginning, so the tenants were
Tenant support is the central liaison office be
pretty sceptical about the whole process. So we
tween tenants, the company and the site manager tore up the plans, so to speak, and started all
for construction and modernisation work. We
over again, explaining what we wanted to do, why,
hear everything, see everything and talk to every and how. And it worked, because today the great
one, and always from the tenant’s point of view,
majority of tenants is behind the refurbishment,
too. But actually my role is something special in
the tone quickly returned to normal, and that is
the German property industry in this form.
good for everyone involved.
Ms Reinefeld, what is the main function of
a project manager for tenant support?

Why is that?
Partly because I am a permanent employee and
work for the company itself. That means I know
the company, am in close contact with the prop
erty managers and with those responsible for
the building work. The other thing is that I have
the professional construction knowledge, which
is very much in the interests of our tenants. And
I have a much wider range of competences than
is normally the case. Which means I can also take
decisions when it comes to protecting the ten
ants’ interests during building work. Of course,
I do that in agreement with the other people
involved.

Do you have a standardised approach to your
work? I imagine every modernisation project is
different.
That’s true, but the ways and means are still
always similar. We have developed a detailed
quality management procedure, with over 30
templates and process descriptions, and made it
available in digital form. That means all the ten
ant support staff know what has to be done, and
which tools are available. Then what’s needed
are empathy and the ability to approach other
people with an open mind.

MadC, Alte Hellersdorfer Straße 133, Berlin-Hellersdorf

High, higher,
40 metres high
As one of the biggest landlords in Berlin we are
committed to a lively community culture and
provide support for urban art. This engagement
is visible all over the city in the form of murals.
These enormous wall paintings can be seen
on some of the houses belonging to Deutsche
Wohnen. The highlight of our collaboration
with the urban art scene was the Berlin Mural
Festival 2019.
The Berlin Mural Festival was launched in 2018
by the association Berlin Art Bang and the group
of artists known as Die Dixons, who Deutsche
Wohnen has worked with since. In 2019 they
again invited the most respected international
urban artists to the German capital to create
their works. This time Deutsche Wohnen spon
sored the project and provided the façades for
the murals. For us it was important to include
neighbourhoods outside the city centre, too.

Victor Ash, Ludwigsfelder Straße 14, Berlin-Hellersdorf

Die Dixons supported the idea of choosing three
locations in Marzahn and four in Hellersdorf, as
well as Kreuzberg. The gigantic walls of the pre
fabricated high-rise buildings are ideal for largescale murals, and the aim was also to draw peo
ple’s attention a bit more towards the boroughs
on the periphery. It was a success: the festival
brought many people to Marzahn-Hellersdorf who
may otherwise not have come here at all. Many
positive impressions from these districts of Berlin
were shared on social media around the world.
But what do the tenants say about the art on the
walls of their houses? “With one exception we
really only had positive feedback from our ten
ants. One old gentleman even asked in jest if we
couldn’t get them to paint the walls in his flat,
too”, says Petra Besch, Head of Tenant Support
at Deutsche Wohnen in the Hellersdorfer Prom
enade office.

On the building site

SmugOne, Manteuffelstraße 70, Berlin-Kreuzberg

The Berlin Mural Festival 2019
20 artists and assistants
worked on wall paintings.

14 days

took their work.

10 facades

were provided by Deutsche Wohnen.

4,000 square metres

were painted by the artists Victor Ash, Boogie,
MadC, Die Dixons & Oliver Latta, Adry del Rocio,
Akut, Okuda San Miguel, SmugOne, PichiAvo,
and Aryz.

1,250 cans of spray paint
and eight pallets of wall paint were used.
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Adry del Rocio and Akut, Märkische Allee 158/164, Berlin-Marzahn

At work
Deutsche Wohnen has a diverse portfolio. Equally diverse are the
people who have made their home with us. Some are older, some
are younger. Some live alone, some with their family, and others in
a flat-share or nursing facility. One thing they have in common is
certain standards for their accommodation. Deutsche Wohnen
does its best to meet these standards. Or more precisely, the people
who work for us do – using their engagement and motivation.

At work

Anja Twardy

Supporting an
active old age
Life in big cities is not only attractive for young people. The cultural events on offer,
good public transport and healthcare facilities are also a reason for older people to like
living in a city. So demand for nursing care and assisted living is increasing there, too.
Deutsche Wohnen is therefore continuously expanding its offering in the Nursing and
Assisted Living segment and in 2019 acquired the established provider PFLEGEN &
WOHNEN HAMBURG GmbH. Anja Twardy is one of around 2,000 employees at PFLEGEN &
WOHNEN HAMBURG and leads the Social Support team at the HEIMFELD facility in
Hamburg-Harburg.

29

Actually Anja Twardy didn’t intend to become a
care assistant but rather a registered nurse.
Sometimes things don’t go as planned, however.
In her case, “thank goodness”, as she says today.
Because now she has been working happily and
energetically for 37 years in the well-maintained
Rennkoppel home, taking care of the more than
200 people who live here. “Our residents are cur
rently aged between 80 and 101, but sometimes
we have people who are younger, and some
weren’t even past forty”, she explains.

Our nursing care
segment
90 nursing properties

with around 12,000 beds and apart
ments for assisted living make up the
Deutsche Wohnen portfolio.

Some 2,700 beds

in 13 homes all over Hamburg are
managed by PFLEGEN & WOHNEN
HAMBURG.

€120 million

will be invested in the years ahead to
extend and refurbish the PFLEGEN &
WOHNEN HAMBURG properties. This
will not only ensure that the nursing
facilities meet the latest standards, but
also create attractive jobs in a modern
working environment.

Anja Twardy ensures that the residents in
HEIMFELD stay fit.

Nowadays Anja Twardy no longer works directly
as a care assistant, but manages performance
targets, team meetings, volunteers, staff rosters
and many other things. One very important area
is the events that take place in the home. The
programme of activities, day trips and parties
encourage social interaction between the resi
dents and give them the opportunity to stay
involved with the life of the home. One highlight
is the annual meeting with trike fans, who come
to visit HEIMFELD. Trikes are three-wheeled
motorbikes, with long, chopper-style front forks.
“It’s wonderful to see our eighty-year-olds being

driven through Harburg on the motor trikes”,
says Anja Twardy with a laugh.
Other fixtures in the HEIMFELD event
calendar are the disco party, when a live band
comes to play, or the Oktoberfest. Then there
are the annual cultural themes. For 2020 the
theme “Laughing is good for you” was chosen,
and Anja Twardy is busy preparing a photo ses
sion with the residents and children from the
neighbouring nursery school. The pictures will later
be put on display in an exhibition and give the
residents a good laugh, thanks to Anja Twardy.

At work

Close to the customer,
close to people
Because good housing means more for us than just the proverbial roof over
your head, our employees make sure that our tenants feel comfortable
with us every day. These include customer support staff, caretakers, staff
in the call centre and housing advisers, to name just a few. We would like
to introduce you to four of them.

“It’s great when tenants ask me something and I can help them right
away – even if it’s just a bike that has been locked inside by mistake, like
we had recently. I am responsible for the safety of our properties, I in
spect empty units and report any repairs that need doing. Then I check
the work carried out by our contractors, inspect the technical installa
tions in the estates and make sure everything is clean and tidy.”
Steve Fleischmann
has been a caretaker at FACILITA Berlin since 2018

31

“The customer hotline is often the first
way our tenants get in touch with us, and
I am always pleased when I can help people
right there on the phone. Sometimes
there are tricky calls from angry customers,
when I am able to calm them down and
find a solution together. Positive feedback
is good for my motivation, because then
I know the customer is happy, and I am too.”
Franziska Hohenegger
works in the Deutsche Wohnen call centre –
and has done since 2017.

“As a customer adviser my main role is to be
there for our existing tenants. So I’m always
really pleased when I can help tenants in difficult
situations and at the end of the day they are
certain that we have found a satisfactory solu
tion for them.”
Akin Akbulut
is a commercial customer adviser in Berlin-Britz and
has been with our company since 2015.

“My day-to-day work is assisting tenants in rent arrears
who are at risk of losing their apartment. I advise them on
all financial and social matters, and always with the aim of
enabling them to stay in their apartment. It’s very motivat
ing for me when I see that my support has been of lasting
help to the tenants. That applies particularly to people who
have been thrown off track by a run of bad luck.”
Cindy May
works as a housing adviser in Berlin. She has been with
Deutsche Wohnen since 2017.

At work

Plenty of confidence,
and a few tips for how
we can do better
There are many reasons why a company is financially successful. Among the most important is with
out doubt its employees. So we do our best to ensure that they have the knowledge, the motivation
and the good health they need to do their work. And to make sure we are on the right track with our
personnel policies, we conduct regular staff surveys, as we did again in 2019. This survey was initiated
by Stephanie Krumnow, Director Human Resources and Organisational Development.

Ms Krumnow, do you have good news for us?
I’m pleased to say I do! 95% of the managers
and roughly 70% of the total employees would
recommend Deutsche Wohnen as a place to
work. What is also very gratifying is that 89% of
the workforce say we are good at welcoming
new recruits on board. And the opinion of ma
nagers has improved again, with 72% of respond
ents saying that their own managers can deal
with conflicts.
About 71% of the employees took part in the
survey. That is very high. So, there will certainly
be some things that can be done even better?
Indeed, and they mainly concern the flow of
information between the different organisational
units. A large majority of respondents would
like to see more and better information. That is
something we will keep working on.

The year 2019 saw sometimes very heated
debates about the market for rental housing.
Certainly, that also has an impact on the
employees?
Unfortunately that is true, and about half the
respondents are concerned for the company’s
reputation. On the other hand, the employees
also support the practice of engaging in dialogue
with people. More than 80% are confident that
the Management Board of Deutsche Wohnen is
leading the company sustainably and competi
tively. After the past 12 months that is an enor
mous demonstration of trust.
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Satisfaction with Deutsche Wohnen
77% are (very) satisfied with
Deutsche Wohnen as an employer

32.5%

Recommendation as an employer
Some 70% would recommend
Deutsche Wohnen as a company to work for

18.6% 1.2%
3.2%

44.5%

33.9%

35.9%

19.4%

3.3%
7.5%

Confidence in the Management Board
Around 83% are confident that the Management Board
is leading the company sustainably and competitively

45.4%

strongly agree

37.4%
agree

14.1% 0.8%
2.3%

neither agree nor disagree

disagree

strongly disagree

Source: Deutsche Wohnen Staff Survey 2019

Our employees look
for opportunities
Starting an ideas competition is an exciting
project: what suggestions have you received?
How many are submitted? How many can be put
into practice? The opportunists competition at
Deutsche Wohnen was impressive proof that our
employees like to take part: no fewer than 118
ideas were sent in.
It’s great when a plan works out: the opportun
ists competition was launched to involve the
employees in shaping the future of their company.
The suggestions that were sent in differed
hugely, ranging from practical ideas and plans for
social outreach projects, and the optimisation
of processes and products, to strategic ideas for
improving customer and employee satisfaction.
It wasn’t easy to choose between them,
but it had to be done. One of the first activities

resulting from a prize-winning suggestion was
put into practice in 2019. In cooperation with the
charity DKMS we carried out a screening session
to encourage the employees to donate stem cells
to help fight leukaemia. This will be followed in
2020 by a blood donor session in cooperation
with the Red Cross – both of these projects help
people in great distress.
Among the prize-winning suggestions were
some very practical ideas for improving approval
and archival processes. These are now also being
put into practice and will make everyday work
much easier.

In
future
The future of housing is closely related to the topics of sustainability
and climate action. We consider that we have a responsibility here,
and want to play an active role in shaping this future. In this context,
digitalisation can be an opportunity for sustainable, modern and
communal housing. Challenges lie ahead, however, which we can only
tackle along with others. To make housing sustainable, what is needed
is therefore primarily a clear commitment to cooperation, as well
as a far-sighted approach.

In future

Protecting the
climate together
Climate action is a matter for everyone, and for some areas in particular.
One of those is the building sector, because it accounts for around onethird of the carbon emissions in Germany. Deutsche Wohnen began to take
active steps to protect the climate a long time ago. The right legislative
framework is also called for, however, and to this end we cooperate with
others, such as the foundation “Stiftung 2° – Deutsche Unternehmer für
Klimaschutz” (German entrepreneurs for climate action).
Stiftung 2° – Deutsche Unternehmer für Klima
schutz is an initiative by various entrepreneurs
seeking to make a joint contribution to establish
ing a sensible, market-based framework for
climate action. We have been working with the
foundation since 2017 and became a sponsor in
November 2019.
Together with other well-known partners of
Stiftung 2°, including Deutsche Bahn, Telekom,
Otto Group and thyssenkrupp, we ramped up our
Stiftung 2°, Annual Conference 2019 in Berlin

activities before the federal government adopted
its climate package. We campaigned in particular
for a dependable framework and so for greater
certainty for planning and investments.
In the course of our partnership with
Stiftung 2° we have renewed our commitment to
our strategic sustainability programme and our
own CO2 reduction targets, because collaborat
ing with others can only be one side of the equa
tion. The other is our own efforts, which can be
expressed in numbers: we reinvest more than
50% of our rental income to refurbish our houses
and estates. Our investments always focus on
maximising the energy efficiency of the buildings.
This enables us to improve their energy efficiency
by an average of 30%. This puts us ahead of
many others: the energy footprint for some 64%
of our residential buildings is better than the
average energy footprint of residential buildings
in Germany. So our portfolio of 164,000 residen
tial and commercial units gives us significant
leverage in matters of climate policy, and we make
good use of it.
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Climate action in figures
128.9 kWh/sqm

p.a. is the average energy requirements
of our properties, which is below the nation
wide German average of 135.5 kWh/sqm
(own calculation based on “Techem Energie
kennwerte 2018”).

20,000 t

of carbon emissions a year are to be per
manently avoided by purchasing green
power and operating photovoltaic installa
tions and combined heat and power plants.

20,000 t

of carbon emissions a year are to be saved
from 2022 by insulating our buildings,
successively switching energy sources and
investing in modern technical equipment.

In future

Digital hub for controlling various applications in the apartment.
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Live more intelligently
and more sustainably
Digitalisation, networking and artificial intelligence are global trends that will also
change the world of housing. They will affect many areas of the home and house
hold, and many different functions. The name we have given this smart housing is
easy to remember: MiA – My intelligent Assistant.

Developed by IOLITE IQ GmbH – a joint venture
between Deutsche Wohnen and a spin-off of
Berlin Technical University – MiA acts as a digital
intermediary in the form of a tablet, which can
control a wide range of specific applications
within the building. It enables residents to set
their heating individually, for example, using a
display in the apartment or a mobile app. And
that is just one of many possible functions. The
lighting and electric shutters can also be con
trolled digitally, and the metering data for heat
ing and water consumption can be transferred
wirelessly, without the need for the tenant to be
at home.
What makes it all possible is the intelligent
house, which enables new services and at the
same time ensures that housing is not only much
more comfortable, but also more energy-efficient.
The intelligent house not only makes standard
functions more efficient and provides added
services, however; it also assists facility managers,

caretakers and service providers by making im
portant data from technical installations, such as
the lift, or damage reports, available in digital
form.
With the intelligent house we have devised
a concept that can be implemented very flexibly,
because it is based on a modular system: from
the charging station for electric cars, smart inter
phones, access control and digital metering solu
tions – all the system components work together
smoothly. The networking of multiple functions
is possible, but not obligatory.
Modules like MiA, keyless digital access sys
tems or smart metering are already installed in
some of our properties today, and help to put
the intelligent house into practice, step by step.

In future

The intelligent house
The intelligent house is above all the interaction
of various digital solutions to create a holistic
concept, instead of information silos. Different
companies are working together to realise this
concept. Members of the network include, for
example, Comgy, IOLITE IQ, KIWI and SYNVIA

media, which are closely linked with Deutsche
Wohnen, either by means of equity investments
or as part of our group.
At the centre of the intelligent house is a
digital hub from which the different functions
can be controlled.

video interphone
functions

energy-efficient,
autonomous heating
control

electronic access
systems
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information about
the condition of the
building (e.g. leaks)

sensors for humidity
and air quality
app for smartphones
and tablets

integration of popular
virtual assistants

digital hub
in the apartment

automatic control of
lighting and shutters

status information
on charging points

In future

What does sus
tainable housing
mean for you?
Henrik Thomsen is a member of the Management Board of Deutsche Wohnen SE.
He is responsible for new construction, refurbishment, neighbourhood develop
ment and technology. Connectivity, social networks, mobility and energy are the
topics of the future for him. In this interview he outlines how we will be living
tomorrow.

Mr Thomsen, intelligent housing is a big trend –
also at Deutsche Wohnen. Why is that, in fact?
Analogue housing has also worked perfectly
well so far ...
There are plenty of good reasons. One of the
many examples is social sustainability. Why is
that? In the past the church and the extended
family played an important role in almost every
one’s lives, because they both provided support.
Today that is often not the case and people can
get lonely. We cannot fundamentally change
that, but we can support active neighbourhood
communities on our estates. Digital social plat
forms can be very helpful here, in order to encour
age “analogue get-togethers”. And, of course,
energy saving has a vital role in the property sec
tor. As a housing company we have a particular
responsibility, and not just in terms of the build
ing itself. For example we are already working on
energy-saving mobility strategies for our estates.
That includes building the necessary infrastruc
ture for electric vehicles, but partnerships with
public transport companies are also a possibility.

When tenants in Germany in 2030 look back on
the year 2020, some things will probably be very
different. What do you think will have changed?
We think that housing will get better and safer.
That applies to people who need assistance in
their day-to-day lives, for instance. Sensors like
those used today in a smartwatch make it pos
sible to see whether someone is alright or not.
There is no need to infringe on anyone’s privacy;
certainly not with cameras. Two things are needed,
though: one is that we have to listen to what our
tenants want, and the other is that we have to
spark their curiosity and get them to try out new
things. New technology has to be like riding a
bike with the wind behind you. Suddenly things
are much easier, without me having to think
about it or do anything for it. And that is exactly
how our solutions for the housing of tomorrow
have to be.
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Henrik Thomsen

Last year more work was done towards the
intelligent house. Is that the first step in making
the future a reality?
In future the apartment will have an important
function as an interface. Our MiA is ideally suited
to that, even today, because it is not a finished
solution, but rather a platform that we can keep
connecting to new functions. For that we have
identified many different partners, who can pro
vide modules for this platform. KIWI with its
keyless access system is a good example, but only
one of many. At the end of the day there are
three areas that the intelligent house has to
cover: day-to-day services, security in the build
ing and the apartment, and greater sustainability. But to come back to your question: yes,
we have successfully taken the first steps.

Not everyone sees digitalisation as an opportu
nity; there are also reservations, especially
when someone’s own apartment is concerned.
How do you deal with these reservations?
Two things are vital here. We mustn’t ask too
much of our tenants, and the idea is not to intro
duce new technology just for the sake of it. That
is one reason why the technology has to adapt
to the people and not the other way around. As
a housing company we are at the junction be
tween people and technology. It is our task to
win over our tenants and to make sure they feel
comfortable.
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