Creating homes and places where people want to live

Our Annual Report

2018/19

This report is designed to bring you up to date with our
performance over the last year, what we have achieved
and how we are investing the rent you pay into managing
and maintaining council homes in Nottingham.

Record satisfaction

You, our residents, are at the heart of everything
we do. We want to continually improve our
services so you are happy in your home.
Because of what you tell us we’re doing well, and areas
where we can improve, we achieved our best ever customer
satisfaction results in 2018/19, with 90% of you being
satisfied with the overall services we provide.

Right first time repairs
During 2018 / 19 we completed 115,038 repairs
– that’s 315 a day!
More than 94% of the repairs that we completed were
done right first time. Over the last year we have introduced
a ‘how did we do today?’ survey.
This is helping us to get immediate feedback on our service
and is helping us to make improvements where necessary.

Keeping all our homes decent

Grander Designs

We’re spending £¼billion over the next five
years to maintain Decent Homes standards in
all the homes we manage.

Our Grander Designs programme makes
improvements to independent living
communities across the city, creating warm,
bright, welcoming spaces for older residents
to enjoy and socialise in.

In the last year we have:
•
replaced or altered 468 kitchens
•
replaced or altered 355 bathrooms
•
fitted 1,112 new energy efficient gas boilers
•
fitted 712 new doors
•
fitted 1,344 homes with new uPVC
secure-by-design windows
•
improved roofs on 71 homes.
As well as this, we have been working on a programme
of painting works to pebble-dashed properties and repairs
to fencing and guttering.

Green energy

All Grander Designs are dementia-friendly, and aim to make
sure that our independent living communities are places
where people enjoy living. We involve residents as much as
possible in our plans, and involve them in choosing colour
schemes, furniture designs and so on. Grander Designs includes external
improvements too, such as new entrances, landscaping and seating.

Nottingham On Call
We support people who want to live independently
with the ability to call for help 24 hours a day,
seven days a week through our Nottingham
on Call service.

We continue to roll out green energy initiatives,
from our award winning Energiesprong
programme and our 2050 Homes project to
improve the Courts in Sneinton, to energy
efficiency measures in our high rises at
Winwood Heights in Sherwood.

At the end of March we had 8,500 Nottingham on Call connections in homes
across the city – all to benefit customers with the reassurance that if they need help,
we’ll be there for them.

We encourage all our residents to be energy efficient
and to reduce, reuse and recycle wherever possible, and
we offer winter warmth tips and fuel poverty advice via
social media.

We want elderly or disabled residents to be able
to live as independently as possible, but we
know that sometimes they may need help to
do so.
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Adaptations might include: ramps and paths to help get in and out of the house, an
improved kitchen or bathroom layout for wheelchair users, extra handrails on stairs,
a stair lift, or a flashing light doorbell for deaf people. We work with Nottingham City
Council to assess any adaptation requests, then deliver the necessary works to
make life easier for residents. In the last year, we completed 506 adaptations –
helping people to live in their homes with dignity.
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Aids and Adaptations

Facing the challenges
of welfare reform

UK Landlord of the year
In May of last year we were delighted to be named
UK Landlord of the Year, and to win two other awards
at the UK Housing Awards.

Like other social housing providers, we
continue to face challenges.
We help residents who are struggling financially. We know the roll out of Universal
Credit in particular is having a big impact on many residents’ incomes and we are
working closely with residents to make sure people can still pay their Rent First.

These awards are known as the ‘Oscars of the housing
world’, so receiving this award was a huge honour – and
one that was only possible because we put our residents
at the heart of everything we do.

Despite this, we remain committed to providing the best possible services and
making sure that every penny of the rent that you pay is invested back
into making Nottingham a better place to live.

Building a better Nottingham

KEE

Last year, the total rent that was due to us was more than £103m .
The vast majority of you pay your rent on time and, despite the
challenges we all face, last year we collected more than 100%
of the rent that was due.

PT

Almost 92% of you feel that your rent is value for money.

Rewarding responsibility
The more responsible tenants we have, the more
money we can invest in improving homes
and neighbourhoods.
More than 21,000 of you received your 2018
Responsible Tenant Reward, with £100 credited to
your rent account for being a responsible tenant,
paying your rent, keeping to appointments and
being on the electoral roll.
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Over the last year, our commitment to building
new homes and improving and maintaining
our current housing stock has continued.
In December, we reached a significant milestone of having
built our 500th affordable new home for local people,
part of our brand new Strelley Court Independent Living
community – which is made up of 37 one-bedroom
apartments for residents over the age of 60.

Decent neighbourhoods
We’re committed to improving the quality of
our estates by making them more pleasant
for you.
For example, in March we officially opened the Victoria
Centre roof garden – built on top of the shopping centre
creating an open, green space for our residents there
to enjoy.
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Demand for social housing

Building safety

Sadly, demand for social housing continues
to massively outstrip supply and homelessness
continues to rise.

Your safety is our number one priority.

Last year there were 8,272 Nottingham households
on the Housing Register. Over the course of the year
we were able to help 1,431 of them into a new home.
Working with Nottingham City Council, we remain committed to building new
homes, as well as offering alternative housing options to help those in most
housing need.

Involvement
Our residents are at the heart of everything we
do. Because we work with you and listen to
your views, satisfaction levels with ways to
get involved hit an all-time high this year.
Our Tenant and Leaseholder Awards held in March
showcased the many unsung heroes who are making
our neighbourhoods great places to live.
Our Street and Block Champion initiative now has more than
100 members all helping to make the areas they live
in better for everyone.

Tenant Academy
Our Tenant Academy goes from strength
to strength.
Last year we supported 874 of you to increase
your confidence, qualifications and skills through
131 courses run by the Tenant Academy.
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After the Grenfell Tower tragedy in 2017 we made
a commitment to fit sprinklers, new public address
and intercom systems in more than 1,500 homes
across our 13 high-rise blocks.
The work will be completed by 2020. We also continue to maintain our 100%
gas safety record, communicating with all residents about the importance of
keeping gas safety appointments.

Tackling anti-social behaviour
We want you to enjoy peace, quiet and
security in your home and on our estates.
Dealing with issues of anti-social behaviour (ASB)
is one of our top priorities. At the end of March,
satisfaction with our ASB service was almost 83%
and we’re working closely with residents to see how
we can improve this further.

Employment and training
Providing employment, training and development
opportunities to Nottingham residents is one of
our key priorities.
We’re a top 100 apprenticeship employer and last year we
had a record 84 apprentices working for us in
a wide range of jobs – getting the very best on-the-job
training, qualifications and are earning money while they learn.
Working with Nottingham College and other partners, we
launched the Construction Skills Fund in June of last year
to help get more people into construction training and jobs.
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As an organisation, we’re committed to diversity
in our workforce – attracting the very best talent
to provide the very best services to our tenants.
In January we were named one of the most inclusive employers
in the country by lesbian, gay, bi and trans equality charity
Stonewall – being placed 44 in their top 100
employers list and coming third in the housing sector across
the UK.

Last year, the rent
we collected paid for * :
Maintaining
100% decent
homes

£13
million

Energy efficiency
and tackling
fuel poverty

Day-to-day
repairs and
maintenance

* to the

nearest million

call us on 0115 915 2222

£27 million

Building new homes
Adaptations

£7 million

£7 million
£2 million
Major repairs

Creating decent
neighbourhoods

£5 million
Other
investments
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£6 million
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£3 million

