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“Home is a place where I can feel comfortable and safe
– somewhere I can relax, feel free and be myself.”
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Introduction
This Corporate Plan is written in unprecedented times. The services
provided by Nottingham City Homes have never been more important
for the people of the city. With this plan, we commit to improving our core
housing services, keeping a roof over people’s heads, keeping people
safe in their homes and supporting the community spirit so evident
across the city.
The key challenges we face will affect all areas of our business
and include:
• preparing ourselves for the Government’s forthcoming regulatory
and inspection regime
•

to support our tenants through the detrimental economic
circumstances facing many as the UK seeks to recover from
the devastating impact of the coronavirus pandemic

•

working with Nottingham City Council to balance the investment
needed in existing homes, keeping all homes safe and decent,
meeting the commitments to make our homes more energy
efficient, and to meet the demand for more affordable homes for
Nottingham people

•

The NCH Group will support the City Council in delivering its wider
priorities. We will work effectively to help deliver the Council’s priorities.
We will work with key partners, including other Council owned companies,
other housing providers, those working in health and social care, crime,
anti-social behaviour and domestic violence, homelessness intervention
and employment and training. Those partnerships will help us make the
most of our respective strengths.
We will achieve our objectives through organisational excellence and
good governance supported by effective financial management and risk
and regulatory management. We will make sure NCH is a great place
to work, making the most of and valuing the people who work here,
encouraging a positive supportive culture, driven by an effective, visible
and approachable leadership that values diversity and inclusion. We will
refresh our business to achieve these objectives, reviewing our policies,
plans and strategies during the life of this Plan. We will use our Group
structure to help us achieve the objectives set out in this Plan, making
the most of our potential to best meet Nottingham’s housing needs.
In all we do, we commit to giving our tenants a voice, listening to them,
and making sure their views are acted upon to provide the best possible
services for the people we are here to serve.

supporting the Council through its improvement transformation.

This Plan sets out how we will meet those challenges, investing in the
homes we are responsible for, helping to meet the needs of our tenants
and residents. It also demonstrates how we are seeking to make a major
contribution towards Nottingham’s ambitions to be a carbon neutral city,
while growing, diversifying and refreshing our business in the light of
a new regulatory regime.
Please note: all photos in this publication were taken before the coronavirus pandemic.
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Background and context
The Nottingham City Homes Group seeks to deliver affordable homes and places where people want to live. The Group comprises Nottingham City
Homes, and its subsidiaries NCH Registered Provider and NCH Enterprises Ltd. The main NCH Company is a wholly owned local authority company
limited by guarantee. The Group is a not-for-profit company, re-investing surpluses in the communities we serve. Our group structure helps meet
Nottingham’s housing needs, and helps NCH expand and diversify, supporting the people who live in the homes we own and manage.
As of 2021, we are responsible for around 27,500 homes, housing about a fifth of Nottingham households. These are homes managed on behalf
of Nottingham City Council, our shareholder, homes managed on behalf of other landlords and homes owned by the NCH subsidiaries. We provide
a full maintenance service as well as a range of services to support people in their homes. Our talented and committed workforce seeks to provide
high standards of service to our customers, and we put residents at the heart of everything we do.
We work in partnership with a variety of organisations to help deliver services, as part of an efficient and effective approach to help the people we
serve. This way of working will be even more important over the life of this Plan.
As we prepare this Plan in the context of the coronavirus pandemic it is clear that we face the most challenging situation in a generation. We will work
together to tackle the wider impact of the pandemic as we seek to help residents tackle the major social and economic consequences we all now face.

Consultation
We have carried out an extensive consultation in preparing this Plan, seeking views on our priorities and the things most valued by residents and those
wishing to live in our homes. We have consulted with partner organisations and sought the opinions of local Councillors and Members of Parliament.
Our staff have met put forward ideas on how we can work efficiently and improve the services we offer, drawing on their wealth of experience and their
knowledge of our customers. We owe thanks to all who took part.
We asked what people valued about our services, what they felt we should concentrate on, what we should continue to do, do differently or start doing.
People value the safety and security of their home, the importance of keeping homes up to date and invested in, supported by a good repairs service.
They appreciate a good quality neighbourhood with a strong sense of community. Good value rents are important. For those seeking a home, and
registered on the housing waiting list, the urgent priority is for more homes being available to meet their needs, at affordable rents with long term
tenancies, provide a life changing opportunity. Staff are mindful of the challenges faced, and keen to do more to help our residents. Partners are keen
to forge ever closer working relationships.

7
The context in which we operate
International issues
The UK has left the European Union, but our trading relationship remains uncertain. At least during the early period of this Plan things may be
unpredictable, and change will occur. This may impact on NCH and on residents in various way. There could well be increases in the costs of imported
goods and materials. Population movement will inevitably change, and there may be impacts on skills shortages, for example in the construction sector.
Throughout the Brexit transition process we have sought assurances from our suppliers of goods and services, and will continue to seek to do so.
Post-Brexit, the Government is introducing new rules on procurement, outlined in the Green Paper ‘Transforming Public Procurement’1, with the
intention of reducing the processes involved, but allowing the ability to consider wider social benefits like economic, social and environmental factors
alongside value for money.
Wider global forces, like the cost of energy, impact on local people and standards of living. We will remain mindful of such matters and act to help
where we can.

National context
Housing Policy
Housing policy has been rightly dominated by the tragic fire at Grenfell Tower in 2017. As well as the focus on safety that generated, a wider debate
about social housing emerged, which NCH tenants and residents participated in. The Public Inquiry into the fire is still underway, and will undoubtedly
make significant recommendations that we will adopt where they apply to the homes we are responsible for. Nottingham City Council and Nottingham
City Homes took prompt action to fit sprinkler systems in the City Council’s tower blocks, and worked with residents to bring about a new focus on
safety. Government commissioned the Independent Review of Building Regulations and Fire Safety (the ‘Hackitt Review’2) and the key building and
fire safety recommendations made will drive change across large parts of the housing sector. New build homes will benefit from these changes, and
resources will need to be directed at existing homes, where risk assessments require it, to make the changes needed.
It was not until November 2020 that the themes set out in 2017’s Green Paper on Social Housing crystallised into the Social Housing White Paper: The
Charter for Social Housing Residents3. This sets the Government’s policy focus, with emphasis on safety, quality, performance, fairness, respect and
strengthening the voice of residents.
We are pleased that many of the priorities NCH residents identified when we responded to the Green Paper consultation have been recognised by
the Government. Although we share the disappointment expressed by some that the expected initiatives to help tackle the stigma faced by residents
in social housing do not get the priority expected. In Nottingham we know how important this issue is, and how proud people are of where they live.
We will continue to challenge such stigma wherever we can, promoting the significant contribution our residents make to the city, the pride people
have in their neighbourhoods, and the positive role played by social housing in Nottingham, providing quality homes for tens of thousands of people
at rents they can afford.
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The Government have stated how important they believe home ownership is, and we recognise aspirations for that, yet this is not right for everyone.
Policy emphasis again appears to be moving away from the provision of social housing to rent, with record low numbers of new home completions,
despite the increasing demand and need for it across the country. This is illustrated by ever lengthening waiting lists.
The harsh impact of the government’s enforced three year rents reduction policy ended in April 2020 with a welcome commitment to a new rent setting
formula linked to the Consumer Price Index (CPI) plus 1%. However the previous policy resulted in a cut in income by at least 14% over the period
concerned, and resulting in longer term reductions within the HRA reducing funds for investment in modernising homes.
Coronavirus
As with all other areas of our national life, the period of this plan will be dominated by the coronavirus pandemic and the immediate and longer
term consequences of this. Beyond health and welfare issues, and the strain placed on public services, we have seen rapid change in almost every
area of life. Government policy has adapted as efforts to address the consequences of the pandemic are deployed, including through the use of
emergency legislation.
The longer term consequences will be broad and deep, not least economically. The Treasury will undoubtedly take steps to rebuild public finances
after unprecedented and unplanned for levels of public expenditure. Where funding is committed for expenditure and investment, and where there
will be retrenchment is not yet known and this may not become clear for some time. However, it is likely that routes to reducing public expenditure
will be pursued.
Other consequences of the pandemic, in matters like employment, have been severe for many parts of the economy. Some sectors have been
devastated, and there have been rapid rises in unemployment. Evidence suggests that the impact of this has fallen particularly heavily on those already
on low incomes and in precarious parts of the economy, especially women and young people, ethnic minorities, disabled staff and older workers. There
has been increased demand for help in provision of the most basic welfare services. The use of foodbanks has increased along with intervention to help
support children and families by providing food during school holidays. This will be the context of the challenges many of our residents face.
Welfare reform
The social security system has been severely tested in recent times, particularly as the transition to Universal Credit has progressed. The temporary
£20 per week increase in Working Tax Credit and Universal Credit, announced in 2020, was clearly necessary to help people with the impact of low
incomes. However, there is widespread concern about household incomes when this ends, alongside the combined outcomes from the ending of
restrictions on tenancy evictions, particularly in the private rented housing sector.
The Benefit Cap and the Bedroom Tax are still part of the landscape of the Government’s approach, and they continue to create problems and hardship
for many in social housing, despite our support to help people downsize. Other aspects of housing policy have simply not served to produce the supply
of suitably sized smaller homes to help people who would like to move. We will continue to do our best to support people in these circumstances.
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Energy and carbon reduction
The Government has is committed to bringing UK greenhouse gas emissions to net zero by 2050, a policy reiterated in the 2019 Conservative
Manifesto. The Government’s Social Housing White Paper, published in November 2020 identifies that homes contribute to 14% of all UK greenhouse
emissions. In the recent Ten Point Plan for a Green Industrial Revolution4, part of the national energy strategy, highlights the role of reducing energy
use from buildings via implementing the Future Homes Standard in the shortest possible timeline to improve energy efficiency and switch to low carbon
heating. However, clarity is still required on preferred energy and fuel systems for domestic heating. The demonstrator projects for the Social Housing
Decarbonisation Fund are now commencing with £50 million funding. These are designed to focus on the least energy efficient social housing, ahead
of rolling out the £3.8 billion committed for this in the Conservative manifesto. Funding is also available for other tenures under the Government’s Green
Homes Grant scheme.

Local context
Like many similar local authorities, Nottingham City Council faces significant financial challenges. The coronavirus pandemic has placed substantial
extra demands on council services, as local government worked to help vulnerable people across the city, maintain vital services, and cope with
a dramatic reduction in income caused by prolonged lock down periods. All while facing increased costs.
In October 2020 the Government commissioned a ‘non-statutory review’ of Nottingham City Council to “provide assurance to the Secretary of State on
governance and commercial and investment issues” with terms of reference that requested the review team examine such matters as the Council’s
governance, culture, service quality and financial stability. That review made recommendations to the Council, one of which included carrying out
reviews of the wholly owned companies in the Council’s portfolio. As a consequence, Nottingham City Council published its Recovery and Improvement
Plan 2021-20245 in January 2021 which includes the intention to review the Nottingham City Homes Group. We will support the City Council in carrying
out this review, providing information on NCH, on the views of our tenants and with information concerning our performance. We will seek to make sure
our tenants’ voices are heard in the review and we will set out the work we do to support the City Council in delivering its housing and wider objectives,
as we manage, maintain and invest in the council’s homes and neighbourhoods.
Nottingham is a deprived city, ranking 11th most deprived of the 317 council areas in England. 56 of the city’s 182 ‘Lower Super Output Areas’, or
small neighbourhood areas, fall within the 10% most deprived areas in the country, 104 fall in the 20% most deprived6. Significant numbers of the
homes NCH manages are in these neighbourhoods, which face substantial challenges that include health inequality, low incomes and low levels of
skills and educational qualifications. Clearly these concentrations of deprivation magnify the difficulties faced in the city.
The city’s retail and hospitality industries, as elsewhere, have been hit hard. Unemployment in Nottingham nearly doubled during the course of the
pandemic and by summer 2020 around 30% of all people employed in Nottingham were furloughed.
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Yet the city retains the strength of its ambitions to tackle these issues, seeking to maximise the potential of the digital and creative economy, harness
the resurgence of community and neighbourhood support that has been clearly seen and embrace more sustainable living. At NCH we believe we have
a major role to play in helping Nottingham meet the challenges it faces. By working in partnership with others we will help address crime and anti-social
behaviour, help residents to access health and support services, seek to assist with training and employment opportunities where we can, and to
support people with the challenges they face. We will play our part in boosting Nottingham’s economy.
As society faces the climate challenge ahead of us, Nottingham seeks to become the country’s first Carbon Neutral city by 20287, a bold target that
is well in advance of the Government’s deadline for the UK. Working with the City Council we have attracted over £20 million of external funding for
investment in energy efficiency and carbon reduction projects already and know that we can play a significant part in helping to achieve carbon
neutrality as we help create a sustainable, twenty first century city.

Local housing challenge
Nottingham people continue to face housing challenges. Too many people remain locked out of home ownership. Despite the economic downturn
during 2020, private sector rents have actually increased with speculative investors buying homes, rather than those seeking home ownership8. The
Government’s Right to Buy policy continues to erode the stock of social housing in the city, and centrally set down regulations still only permit councils
to spend a small proportion of each sale receipt on building a new home. This prevents the commitment of a ‘one for one’ replacement being genuinely
achievable.
The housing register of those seeking social housing stands at over 8,500 households. In 2020 we were able to let around 850 homes, so demand
is almost ten times the supply available. The recent Greater Nottingham and Ashfield Housing Needs Assessment9, covering the city conurbation,
identifies a net need for over 1,100 additional rented affordable homes per annum in the period 2020-38 in the Nottingham City area of the conurbation.
The report notes “analysis identifies a notable need for affordable housing, and it is clear that provision of new affordable housing is an important and
pressing issue across Greater Nottingham and Ashfield – particularly for rented products”. The assessment also notes projected increased need for
accommodation for people with disabilities and for older people.
It is clear that Nottingham must do all it can to provide more quality properties, with the security people need to make a house a home, at rents
Nottingham people can afford. In partnership with the City Council, the NCH Group is working hard to achieve this.
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Nottingham’s Housing Strategy 2021-2024
The City’s current housing strategy10, ‘Quality Homes for All’ is due to be refreshed in 2021. The coronavirus
crisis, particularly its financial implications, has had a profound impact on the Council’s ability to deliver its
objectives, as set out in the Council Plan 2019-2023. Additionally, as noted earlier, the Council has been
subject to a non-statutory review by the Ministry of Housing, Communities and Local Government (MHCLG).
The pandemic, along with the recovery plan emerging from the review has necessitated a wide-ranging
review of the Council’s budget, services and the capital programme to determine its priorities for funding
and investment.
Given this background, the key themes of the new housing strategy are likely to be largely unchanged
from the 2018-21 document, while being set within a new context of recovery and reconsolidation. However,
the revised strategy will also need to respond to the fresh challenges facing housing, particularly the
decarbonisation of homes and, for social housing, the implications of the Social Housing White Paper.
Although the scale of ambition will necessarily reflect the future availability of Council investment, some
fundamental principles will remain: that all of Nottingham’s citizens should be able to access a good quality
home, and that those homes should be affordable to them.
Given this, the City’s housing strategy’s key themes will be:
• increasing the supply of homes according to identified needs
• raising the quality of housing and housing management standards across all tenures, making sure
there is compliance with safety requirements, and meeting energy and sustainability commitments
• preventing homelessness and eliminating rough sleeping
• supporting health and social care by providing housing solutions which promote independence
and wellbeing
• cross-cutting: post-covid recovery and adapting to change.

In view of the uncertainty caused by the pandemic and other external events such as Brexit, the Council
will be keeping this approach under review, and the focus will be very much on the recovery / readjustment
element that the first year of the strategy will require.
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Our homes

Number

Managed on behalf
of Nottingham
City Council
25,393

Managed on
behalf of other
social landlords
155

Leasehold properties NCH RP
(NCC Freeholder)

NCH EL

Private
Sector Leasing

1,406

144

20
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Our diverse customers
Just like the population of Nottingham, our residents are a diverse group of people. There is no such thing as a typical tenant. We house working
families, older people, people with disabilities and long term health conditions. Children and young people grow up in our homes. An equally wide
variety of people seek the accommodation we provide. Almost 65,000 people live in our homes and our Equality, Diversity and Inclusion Strategy
helps us deliver our services to this diverse group.

26% of customers are from black or minority ethnic backgrounds.
8.5% declare they or someone in their household consider themselves to be disabled.
13.1% of residents are 65 years of age or older and 35.4% are 24 years of age or younger.
1.2% of adult residents have told us they are Lesbian, Gay or Bi-sexual.
52% of residents are female.
With a national Census to be carried out in 2021, we will be able to compare the diversity of our residents with the changing profile of the city’s
population for the first time since 2011.
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Our vision,
mission,
goals and
values
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Our vision, mission, goals and values
Our vision
To create homes and places where people want to live.

Our mission
To listen to our tenants, to provide top quality management and maintenance of our existing homes
and estates, keeping our residents safe, and to invest in our homes to help residents live fulfilling
lives. We seek to grow our services in a sustainable way, doing all we can to meet the demand
for affordable housing – and to manage our business as an exemplar of good governance and
organisational culture.

Our goals
•

•
•

To deliver the NCH Tenants’ Charter:
• to be safe in your home
• to have a good quality home and neighbourhood to live in
• to have a home you can afford
• to have your voice heard and to be treated with respect
• to know how we are performing
• to have your complaints dealt with promptly and fairly
to diversify and grow
to pursue organisational excellence.

Our values
We endeavor to embed our values in everything we do:
• we’re passionate about delivering outstanding services
• we respect our colleagues, our residents and our communities
• we’re always looking for ways to improve
• we provide great value for money
• we work effectively with each other, our residents and our partners.
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Our achievements
During the lifetime of the last Corporate Plan:
1.

We were recognised as Landlord of
the Year and a national exemplar of
housing management at the prestigious
UK Housing Awards.

2.

We agreed a 30-year Partnership
Agreement with Nottingham City Council,
allowing us to plan our service delivery
and long-term investment in council
housing citywide.

3.

We managed over £92m of council
investment in maintaining homes to the
Nottingham Plus standard (which is over
and above the Government’s Decent
Homes standard), fitting 1,006 kitchens,
1,157 bathrooms, and new doors and
windows to 4,664 properties.
This included an annual programme of
heating installation and systems upgrades
to council homes with a value of £3 million
each year.

4.

We delivered an £8.5m fire safety
enhancement programme across all our
high-rise blocks, making Nottingham
a lead city nationally in assuring fire safety
for its high-rise residents.

We also created a new Building Safety
Team in response to the findings in the
Hackitt Report and the recommendations
in the Social Housing White Paper, to
focus on safety in our high rise blocks.
5.

6.

We made a commitment to supporting
the Council to achieve its aim of being
carbon neutral by 2028, rolling out
our internationally-recognised,
award-winning Energiesprong programme
across the city and starting to establish
a ‘green fleet’ of electric vehicles.
We were also awarded the Gold Award
by the Sustainable Homes Index for
Tomorrow (SHIFT) accreditation scheme,
which independently assesses how
housing organisations perform against
challenging environmental targets.
Tenant Esther said: “These homes were
freezing before and I dreaded winter…
I was planning on moving as the cold
was just getting too much, but last winter
was so much better, really warm and I’m
paying less for my energy bills. I’m no
longer thinking of moving, I’ve recently
redecorated the whole house and I’m
saving up for a new carpet.”

We built almost 300 new affordable
homes for local people as part of Building
a Better Nottingham and acquired 160
homes to provide at market rents through
our NCH EL subsidiary.
Daniel, who moved into a new home in
Bulwell with his family, said: “It’s amazing
living here... Our old property was on the
top floor, we didn’t have a garden, no
lifts and it was a nightmare with kids.
So it’s just great for my kids to be playing
in the garden now.”

7.

In partnership with the City Council,
Opportunity Nottingham and Framework
Housing Association we helped to tackle
homelessness through the Housing First
initiative, and supported more homeless
families through our temporary
accommodation service keeping them
out of expensive and unsuitable
B&B accommodation.

8.

We entered the Stonewall Top 100, which
is the UK’s leading benchmarking tool for
LGBT+ inclusion in the workplace.

17
9.

We established an ALMO Board made
up of tenants, so their voice is heard
right at the heart of our
decision-making processes.

10.

We continued to progress digital delivery
to realise efficiencies and improve
services for tenants, and launched our
Housing Online self-serve portal.

11.

12.

We opened our first extra care
housing facility at Winwood Heights,
Nottingham’s award-winning new
retirement village.
We became the only Nottingham-based
organisation to be listed in the Top 100
Apprenticeship Employers for 2020, with
apprentice Nicola saying, “I never enjoyed
school or college, but I’ve loved learning
new skills, and gaining knowledge and
experience as part of my apprenticeship.
I love the team I work with and I always
feel supported.”
We launched the Construction Skills Hub
with partners across the city to develop
opportunities for jobs in construction, and
accessed funding to deliver employment
initiatives that support Nottingham
residents into employment and training.
Our award-winning Women in
Construction programme celebrated
its 5th birthday, and we helped almost
900 people into jobs or training.

13.

We let 3,366 homes to people on
the housing register, and introduced
e-learning to give applicants advice on
housing options and to support them in
managing their tenancy and their money.

18.

We maintained services throughout the
coronavirus pandemic, including making
almost 60,000 proactive phone calls
to vulnerable residents and delivering
almost 40,000 emergency and urgent repairs.

14.

We delivered a major citywide programme
events to celebrate 100 years of council
housing, and a joint project with the
University of Nottingham, featuring The
Meadows, won a prestigious MOBIE
Home of 2030 Challenge award.

19.

Our repairs team installed sprinklers to
the homes and communal areas of our
high-rise accommodation, making tenants
feel safer in their homes.

20.

NCH responds to over 130,600 repairs
a year (on average almost 360 a day).
We introduced new processes that
enabled us to respond faster to remedy
issues causing condensation, damp and
mould to our residents’ homes.

21.

Independent benchmarking of our
services by Housemark showed that we
are above average for all measures of
tenant satisfaction, and below the median
cost for managing and maintaining our
stock, saving £7.2m per annum over
average costs.

15.

We established a specialist Universal
Credit Team that works with partners to
help tenants access welfare support,
sustain their tenancies and manage
their money.

16.

We invested £2.4m in Grander Designs
improvements, completing work at 25
independent living communities transforming
communal buildings and shared gardens
to create modern, welcoming environments
for older residents. We also completed
six scooter stores in that same period
investing a further £264,000 in safe and
secure scooter storage for our residents.

17.

We continued to issue the popular
Responsible Tenant Reward, with the
number of qualifying tenants increasing
year on year from 2018 to 2020.
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In response to extensive consultation and the housing policy
context our main focus over the life of this Corporate Plan will
be to deliver a new Nottingham City Homes Tenants’ Charter,
promising all tenants and residents that they should expect:
•
•
•
•
•
•

to be safe in your home
to have a good quality home and neighbourhood to live in
to have a home you can aﬀord
to have your voice heard and to be treated with respect
to know how we are performing
to have your complaints dealt with promptly and fairly.

We will also include managed growth and diversification in our services, building on areas of strength
and expertise. We will develop organisational excellence in our governance, our culture
and as an employer of choice.

19

Nottingham
City Homes
Tenants’
Charter
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Nottingham City Homes Tenants’ Charter
We are committed to listening to and working with our residents to manage and maintain our homes and estates. We want to deliver ever-improving
services by listening to what our residents tell us, acting on their priorities and engaging them in the services we deliver.
To best achieve this, we are introducing our new Tenants’ Charter which includes the following commitments:

To be safe in your home
Safety is our top priority. Following the Grenfell fire, we worked with Nottingham
City Council and Nottingham Fire and Rescue Service to implement enhanced
fire safety measures in all our high-rises.
The Government’s Social Housing White Paper has prioritised resident
safety. New legislation will require the Regulator of Social Housing to carry out
inspections and consider safety within its new regulatory role of the consumer
standards. Landlords will also have to nominate and make tenants aware of
who is responsible for managing health and safety and who has responsibility
for making sure that the Consumer Standards are being met. It will require the
sharing of information between the Regulator and the Building Safety Regulator
and the Housing Ombudsman. New building safety and fire safety legislation
will come into force during the life of this Plan.
NCH is preparing to meet this challenge. Almost 100% of the homes we
manage have hard-wired smoke alarms. Where appropriate, properties have
carbon monoxide alarms, and we will roll out more as required. Electrical safety
regulations are also likely to change – we are already implementing a five-year
domestic electrical testing programme.
We will continue to actively involve residents in building safety programmes,
and our Board will have full oversight of building safety management,
scrutinising the work that we do to make sure of compliance and best practice.

Our commitment is that we will:
•
fully comply with the Building Safety and fire safety legislation outlined in the
Social Housing White Paper
•

seek to meet obligations in advance of statutory requirements where possible and
promote a culture of safety at all times

•

produce Building Safety Cases and Resident Engagement Plans for all high-risk
buildings, as well as Personal Emergency Evacuation Plans for residents who may
not be able to evacuate safely without assistance

•

engage and influence the Government’s electrical safety consultation while
achieving 100% compliance with our existing policy

•

engage with the domestic smoke and carbon monoxide alarms consultation,
completing work to install hard wired smoke alarms in all our homes

•

roll out our building safety approach to include multi-occupancy buildings
under 18 metres on a risk-based basis

•

keep all fire risk assessments for multi-occupancy blocks up to date and publicly
available including the introduction of intrusive surveys

•

maintain 100% gas safety certification

•

maintain building safety policies and procedures rigorously

•

monitor and report on compliance with fire, gas, water, electric, asbestos and lifts,
with periodic external audit

•

prioritise any customer contact or complaints which may have a building
safety implication.
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To have a good quality home and neighbourhood to live in
Investing in our homes and the property we are responsible for
We know our residents place a high priority on their homes being
well-maintained. We plan to deliver a major £111m programme of capital
improvements to existing tenants homes, based on tenants’ priorities, funded
from £102.6m HRA capital investment plus £8.4m external funding we have
successfully secured for energy efficiency projects. This will be backed up by
improvements in our responsive repairs and maintenance services which
support our residents to live in homes they can take pride in.
The homes we manage meet the Nottingham Decent Homes Plus Standard,
which is higher than the Government’s Decent Homes Standard. Our detailed
30-year Asset Management Strategy11 gives us the confidence to make sound
investment decisions about the homes we are responsible for. Maintaining the
Decent Homes Plus Standard is a key objective, and we will deliver it through
one of the largest capital investment programmes in the sector.
Having taken on responsibility for retail and other non-residential premises
held within the City Council’s Housing Revenue Account, we will seek to
improve the condition and standards of these properties during the life of this
Plan. We have made sure Fire Risk Assessments are up to date and will
complete Building Safety Cases for these properties. We will complete full
stock condition surveys for both the buildings and surrounding facilities such
as car parking areas, lighting and open space, agreeing any investment
required with the City Council as appropriate.

Our commitment is that we will:
•
maintain all homes at the Nottingham Decent Homes Plus standard
•

over the next three years we will deliver:
•
3,000 new Grade A energy eﬃcient boilers
•
1,500 central heating upgrades
•
1,400 new kitchens
•
1,600 new bathrooms
•
4,700 new Secure by Design doors
•
1,900 sets of windows
•
900 new roofs

•

make sure our tenants have a voice in the Government’s review of the national
Decent Homes Standard, which is likely to include measures to improve energy
eﬃciency and improved communal and open spaces

•

plan for the financial impact of ‘Decent Homes 2’ and urge the Government to
make sure that adequate funding is available to resource such changes

•

bring surveying in-house and enhance the way we use technology to plan and deliver
our property investment, including using digital techniques and centralising digital
information on all our properties.
This will help us:
•
eliminate unnecessary pre-works surveys
•
respond to information requests quickly
•
make more informed decisions
•
get repairs right first time
•
manage compliance and building safety management
•
use predictive analytics to help minimise responsive repairs
by anticipating issues ahead of problems.

Where premises are unable to remain viable retail premises, we will work with
the City Council to consider alternative uses such as the conversion to for use
as residential dwellings.
•

develop our use of the Internet of Things, using smart technology to support
improvements such as self-test boilers and emergency lighting, damp and humidity
sensors, and self-regulating heating systems.
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Commitment to delivering an excellent repairs service
Our residents have a right to expect a high quality repairs and maintenance service,
and we are pleased to have very high levels of customers reporting that they are
satisfied with their last repair. NCH carries out over 130,600 responsive repairs a year
on average (almost 360 a day), and we have a 24/7 Emergency Repairs Service to
respond to situations where there is immediate risk of serious injury or significant harm.
We always aim to carry out repairs right first time, completing the repair at the first visit.
We provide a variety of options for reporting repairs, these are by phone, email, online,
post or in person, and for many residents, repairs staff are the face of NCH.

Our commitment is that we will:
•
always focus on Right First Time in the way we carry out repairs
•

enhance the use of our Repair Finder diagnostic tool to support Right First
Time objective

•

merge planned and responsive repairs services so that we can respond more
promptly to guttering, fencing and general repairs

•

develop Housing Online so that customers can choose appointment times that
are convenient to them

•

introduce live tracking, so that customers can report, track and cancel repairs

•

improve customer contact, keeping customers informed of progress

•

utilise picture and video reporting from within a tenant’s home to better support
the diagnosis of problems

•

develop the potential for repairs staﬀ to help residents by:
•
providing guidance and coaching on repairs tenants
are responsible for
•
advising on energy eﬃciency.

•

continue to maintain 100% gas safety and achieve 100% compliance on
electrical safety

•

skill our workforce to install and maintain alternative energy sourced heating
systems as natural gas is phased out.
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Commitment to creating safe neighbourhoods
We will deliver our Neighbourhood Management Strategy so that by working
in partnership with the Council, the Police and other agencies we will have
a positive impact on individuals and communities across Nottingham.
Tackling crime and anti-social behavior (ASB) is a high priority for residents.
Crime and ASB undermine the quality of life for individuals, families and
communities, and we are committed to taking a victim-centred approach
that incorporates advice, victim care and support throughout. By using our
customer insight and crime and ASB data, we can identify local issues, feed
into neighbourhood plans with partners, and help to deliver preventative
interventions. Strengthened engagement with the voluntary sector is a crucial
way of engaging with many hard-to-reach groups in the community to get
a representative understanding of local crime and ASB concerns, allowing us
to work in partnership to address these.
Residents have told us they value tolerant and supportive neighbourhoods
where people get along with each other. We will support that with a zero
tolerance approach to hate crime.
We also have an important role to play in supporting the victims of domestic
abuse. The Domestic Abuse Bill will place new legal requirements on landlords
to work with local councils to provide support, including accommodation, for
victims of domestic abuse and their children. We have signed the Chartered
Institute of Housing’s Domestic Abuse – Make a Stand pledge, demonstrating
our commitment to improving accessibility and safety for tenants experiencing
domestic abuse.
We are committed to a zero Modern Slavery approach, which includes an
expectation that the suppliers of goods and services we use have a similarly
robust approach. Our work in neighbourhoods where people live also means
that we may have opportunities to detect evidence of modern slavery in its
varied forms through the work that we do. In such cases we will work with
appropriate partners to tackle the issue.

Our commitment is that we will:
•
continue to have a strong working relationship with the Police and Nottingham
City Council so that our estates continue to be safe places to live
•

continue to take the toughest possible stance against drug oﬀences and serious
and violent crime, including knife crime, on our estates

•

seek to have meaningful engagement with perpetrators to prevent repeat incidents
of ASB and re-oﬀending

•

focus on tackling the root causes of crime and ASB, exploring the options to develop
and deliver behavioral change through the Tenant Academy

•

strengthen partnership working by exploring further opportunities to work with
the voluntary sector, the Probation Service, Community Rehabilitation and the
Prison Service

•

work with partners to tackle hate crime, encourage reporting, and provide an
enhanced level of support for those aﬀected

•

improve support for tenants experiencing domestic abuse – support will be from
trained staﬀ that work in partnership to provide a rounded service

•

hold perpetrators to account, using the full spectrum of our powers when needed

•

work with partners to protect people from serious harm, exploitation and
modern slavery

•

Strengthen provision and seek external accreditation to make sure our domestic
violence service is of the highest possible standard.
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Commitment to updating homes we manage for older people
We manage 68 independent living communities for older people across the
city. Our Grander Designs programme aims to modernise and improve the
communal areas of independent living schemes to make sure they are older
person friendly. Improvements support HAPPI (Housing our Ageing Population
Panel for Innovation) principles, increase kerb appeal and encourage social
interaction and activity amongst our older tenants.
The programme is very popular with residents: “It’s so lovely – like living in
a hotel!” and “Wouldn’t be embarrassed to meet royalty here”.
Our commitment is that we will:
•
complete the Grander Designs programme by autumn 2021, completing the
communal areas of the three remaining independent living communities yet to
receive their Grander Designs makeover
•

implement a rolling programme to maintain the quality of the shared facilities at all
the independent living communities that we manage on behalf of older people

•

make sure these communal areas are well used and inviting spaces with a varied
oﬀer of activities for our residents to participate in.
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Commitment to providing warm, energy eﬃcient homes, reducing carbon and tackling fuel poverty
Nottingham has an ambition to become a Carbon Neutral City by 2028. We fully
support this ambition, and we are able to make a major contribution.
Housing creates significant carbon emissions. For some years we have been
blazing a trail in greener social housing, delivering cavity and external wall
insulation, solar panels and sustainable technology to help heat homes using
minimal energy.
Fuel poverty is a significant issue for many of our residents. Reducing energy
use by providing property improvements that support lower heating use means
lower energy bills and more money in residents’ pockets.
We’re committed to tackling fuel poverty so that:
• staying warm and well is affordable for our residents
• no-one has to choose between heating and eating
• fuel bills don’t cause other bills, such as rent, to go unpaid
• physical and mental health problems are not caused or made
worse by cold homes
• children are warm enough to stay healthy and meet their potential
• homes are less susceptible to damp and mould.
The Government intends homes to be low to zero carbon by 2050. Nottingham
would like to get there sooner. We will aim for all the homes we manage to
have an Energy Performance Certificate (EPC) Band C by 2030, where
practical to achieve. By 2050, they will be expected to have at least an EPC of
B, and possibly A. Energy efficiency projects over the life of this Plan will test
the most efficient way of achieving these targets, helping us to target
investment effectively.
The new homes we develop will meet high standards of energy efficiency as
we prepare for the implementation of the Future Homes Standard.

Our commitment is that we will:
•
refresh our EPC survey information
•

do a full refurbishment of Colwick Woods Court

•

work towards making sure that all the homes we manage can achieve an
EPC Band C rating by 2030

•

work with the Council to establish a route map for the decarbonisation of heating
in the homes we manage, to help achieve carbon neutral targets by 2028

•

develop our Carbon Neutral Homes Standard through delivery of pilot projects
(deep whole house retrofit pilot projects and heat pump pilot)

•

support residents to heat their homes aﬀordably, while decarbonising their heating

•

develop proposals for a planned approach to phasing out the installation of
replacement gas boilers in our existing homes in future years

•

continue to test and develop business models and financial options to fund energy
works, including grant funding to support retrofit work

•

tackle condensation, damp and mould by fitting better extractor fans and tumble
dryer vents when properties change tenancy

•

continue to distribute hygrometers to help manage humidity in the homes
we manage.
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Commitment to investing in our neighbourhoods and estates
We work closely with partners, especially Nottingham City Council’s Streetscene service, to
maintain the streets, footpaths and landscaping on our estates and around our blocks. We
believe that residents should be able to take pride in where they live, and we know that
residents value smart and clean estate environments.
During the coronavirus pandemic, it became very clear how important green spaces are, and
how much people value them. Many of our estates have green space designed in to provide
room for exercise, fresh air, natural sunlight and play space. Green spaces also contribute
towards sustainability by supporting wildlife and biodiversity.
Our Five-Star estate inspection programme helps us measure the standards we seek to
achieve and our volunteer tenants estates inspectors help is measure standards. These
standards have been set and agreed with tenants and cover issues like cleanliness, grounds
maintenance, neighbourhood character, levels of satisfaction and quality of soft and
hard landscaping.
Working with ward Councillors, our Decent Neighbourhoods programme is at the heart of
improving the safety, attractiveness and design of estates. Over the next three years, we will
foster cohesive, attractive and thriving estates that people can enjoy and take pride in.
We know that the lack of parking is a significant problem for residents in some areas and we
will work with Nottingham City Council to identify solutions to improve parking options.
Our management of tenancies will include making sure that tenants are aware of their
responsibilities to maintain their gardens, and we will continue to help people maintain their
gardens through our Garden Assistance Scheme if they can’t do it themselves.
Having taken on responsibility for retail and other non-residential premises held within the
City Council’s Housing Revenue Account, we will seek to improve the condition and standards
of these properties during the life of this Plan. We have made sure Fire Risk Assessments
are up to date and will complete Building Safety Cases for these properties. We will complete
full stock condition surveys for both the buildings and surrounding facilities such as car
parking areas, lighting and open space, agreeing any investment required with the City
Council as appropriate. Where premises are unable to remain viable retail premises, we
will work with the City Council to consider alternative uses such as the conversion to for use
as residential dwellings.

Our commitment is that we will:
•

support the Council’s objective of making every neighbourhood clean and attractive by working with
a range of partners, our communities and local Councillors to enhance open spaces on our estates

•

work with the City Council to complete the mapping of Housing Revenue Account land in order to
clarify the management, maintenance and funding responsibilities associated with these spaces

•

produce an updated and revised edition of our neighbourhood design guide

•

roll out a planned programme of estate improvements, bringing together budgets to co-ordinate
works in a cost effective and efficient way, while having a greater impact with the funding available

•

survey non residential property that we are responsible for, seek to improve the condition of these
properties and make sure all safety assessments are up to date

•

support tenants’ groups to draw down external funding for community led neighbourhood
improvement projects

•

complete more of our estate improvement programme in-house

•

improve the consistency and quality of our branding and signage in blocks and on estates

•

work with our team of tenant Estate Inspectors to achieve our objective of more estates meeting
our Five-Star standard

•

improve how we receive and manage customer enquiries so we can resolve issues as quickly
as possible

•

promote our garden tool loan scheme and gardening clubs to help people maintain their gardens

•

achieve Green Flag status for appropriate open spaces on our estates

•

improve the design of communal areas and open spaces, removing redundant features where
necessary, so that they better support the health and wellbeing of the local community

•

subject to funding availability, look into offering hard standings and other car parking solutions, and
begin to roll out the infrastructure needed to charge electric cars

•

promote and improve viable garage sites to increase revenue while continuing to seek new uses for
old sites that are not fit for purpose, removing garages where there is no demand or where they
attract anti-social behaviour

•

maintain our communal lighting using low energy lighting solutions where appropriate

•

work with the Council to improve recycling opportunities in blocks of flats

•

include natural habitats and biodiversity in improvement schemes, and support residents who want
to create Pocket Parks and Community Gardens.
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Commitment to identifying and supporting tenants when they most need help
The majority of our tenants are self-sufficient, content to live independently or
supported by family and friends. However, we recognise that there are times
where we all need a little extra help, and the coronavirus pandemic has made
this all the more apparent.
Some of our residents live alone and we are conscious of the impact
loneliness can have on people’s welfare. We will work to help support residents
have meaningful social relationships, and many of our activities, events and
opportunities to get involved help achieve this.
Some people who live in the homes we manage have periods of poor physical
or mental health and may need additional support; others may have temporary
or longer term support needs for different reasons.

Our commitment is that we will:
•
make sure our Housing Patch Managers and Independent Living Co-ordinators get
to know new tenants at the earliest opportunity, starting at the sign up process
•

improve access to and tenant awareness of how best to contact their Housing
Patch Manager

•

increase our focus on providing help and support when needed by making sure that
we can identify changes in circumstances more readily through a programme of
annual tenancy audits and regular tenancy visits

•

make it easy for tenants to inform NCH about ongoing changes to their circumstances
that may impact on their ability to manage a tenancy

•

continue to embed our Eyes Wide Open approach so that we remain alert to
residents who might need extra support at diﬀerent times in their lives, and can
encourage others to notify us if they have concerns

•

refer to partner organisations best placed to help residents where it is appropriate
to do so

•

provide training to staﬀ working with people with mental health needs,
and make sure that mental health training is part of our staﬀ learning and
development programme

•

help address social isolation and loneliness, for example through our work to
engage and involve residents and forming constructive partnerships with voluntary
sector organisations

•

deliver adaptations to council housing to meet the specific needs of
individual households.
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To have a home you can aﬀord
Alongside our ambition to build new homes that Nottingham
people can afford, a core activity is the management and
maintenance of homes at social and affordable rents.
Re-letting these homes provides a supply of affordable
homes for people on the waiting list.
The work we do to make homes ready for re-letting, and
the allocation of these homes via the Nottingham HomeLink
Housing Register, is a vital part of making sure of a supply
of homes that people can afford. Our work to help people
sustain their tenancies and collect the rents tenants pay, is
critical in helping people keep a roof over their head, as well
as a vital part of making sure our business operates robustly.
We will develop our work in these areas to provide
greater customer focus, improved tenant satisfaction and
modernised ways of delivering these services.

Our commitment is that we will:
•
improve how we work on empty properties between lettings, using a Northgate package to reduce
the time homes are empty (void times)
•

involve our customers in a review of our lettable standard

•

manage budgets, meet our lettable standard and maximise capital works while properties are empty

•

improve the data monitoring and reporting systems for void property and lettings management

•

use technology to market homes more eﬀectively – showing plans and videos of available properties

•

deliver a fully digital tenancy sign up process online, which is more flexible and suited to customer needs,
promoting ‘Keys to Your Tenancy’ so new tenants are well informed before sign-up

•

streamline HomeLink applications, maximising applications online

•

provide holistic housing options such as the Home Finder Agent role to oﬀer wider advice to those
seeking accommodation, supporting mutual exchanges and consider an accessibly located ‘property shop’.
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We will focus on rent collection and tenancy sustainment, helping to make sure that our approach helps
prevent homelessness.
We will:
• Continue to improve ‘Keys to Your Tenancy’ our pre-tenancy offer, through e-learning and Rent
Team assessment to make sure ‘tenant ready’ and appropriate support is in place for people with
increasing vulnerabilities
•

continue to improve ‘Keys to Your Tenancy’ our pre-tenancy offer, through e-learning and
Rent Team assessment to make sure appropriate support is in place for people with
increasing vulnerabilities

•

maintain our multi-agency approach to providing support with partners like Housing Aid, local
advice services, and our own teams that support training and employability skills

•

transfer more rental payments to Direct Debit to deliver efficiencies and help prevent arrears

•

continue to support tenants at the earliest sign that they may be struggling to pay their rent

•

pursue an ethos of tenancy sustainment to help tenants pay back any rent arrears which have
accrued, while pursuing a formal process for tenants who chose not to engage with us

•

improve collection rates of former tenant arrears

•

with Nottingham City Council we will carry out a comprehensive review of service charges to
make sure of transparency, fairness and accuracy in all recharges made

•

introduce well designed account e-statements (or hard copies where needed)

•

improve digital access with more communication through Housing Online, providing efficient,
automated text and e-mail information and a better ability to interact with customers through
web chat, providing a more instant and cost effective way of offering communication advice
and support

•

maintain our Advice Quality Standard accreditation for the Universal Credit and Tenancy
Sustainment Teams

•

consider and assess the costs and benefits of establishing our own in-house debt advice
service in order to help the residents we serve.
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To have your voice heard and to be treated with respect
We’re already committed to putting our residents at
the heart of everything we do. This golden thread
runs through Nottingham City Homes, placing
tenants in the driving seat. We have an involvement
pool of willing tenants in place and a roadmap of
involvement options.
We have reviewed the way we run NCH and
have introduced a new ALMO Board, which
consists of tenants, and is designed to give tenants
a bigger say in how NCH operates. We will review
and improve how our ALMO Board works, to make
sure this is making the improvements our tenants
want to see. We’re always listening to what
residents tell us, whether through our surveys, the
focus groups we run, or through consultations – like
the one we did to help develop this Corporate Plan.

We will positively promote our neighbourhoods,
supporting people who live on our estates and
the valuable contributions they make, challenging
conventions and negative stereotypes about social
housing, addressing the stigma that residents told
the government some people associate with social
housing. NCH and our residents know that there is
much to be proud of, and we are proud to say it.
We also maintain close relationships with
organisations like the National Federation of ALMOs
(NFA), Tenant Participation Advisory Service (TPAS)
and other national networks to help make sure
tenants voices are heard at national level.

Our Tenant and Leaseholder Involvement Strategy
supports engagement at all levels, with residents
taking on roles from Street and Block Champions
to Tenant Board Members. Residents are also
actively involved in scrutinising our services through
our Customer Excellence Panel and our ACE
Inspector programme.

It’s crucial that we connect with the different groups
of people whose lives we affect in ways that suit
them. Timely, appropriate, easy to read and effective
marketing and communications are key to making
these connections. We strive to make sure that all
communications with and to residents, staff and
stakeholders supports our reputational and
cultural aims, and contributes to the perception of
NCH being a good landlord, employer, contractor
and partner.

The work of community volunteers in our
neighbourhoods cannot be underestimated.
It is through the tireless work of volunteers that
communities thrive and become great places to live.
This has never been more apparent than during
the coronavirus pandemic, which has really shone
a light on the strong sense of community that exists
in many of our neighbourhoods and communities.

We have a range of different communications
channels to reach our audiences, and we aim
to reach people through their preferred way of
receiving information and to provide simple,
convenient ways for people to contact us, improving
digital functionality so that tenants can move away
from making telephone calls when they need to
contact us.

“If we have any problems,
you’re a phone call away...”
“Reasonable rent charges
and a home that is economical
to run. NCH continue to provide
good quality customer service
to your tenants. To be honest,
I think you’re all doing
great work!”
“My home is a safe, secure
and warm place to live.
A repository of memories, of
children growing up and family
life. Somewhere to relax and
be myself.”
“My home is kept in good
repair by NCH, repairs done in
a reasonable time frame.”
Resident quotes
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Our commitment is that we will:
• implement a company-wide programme of enhanced customer care training, and consideration of Customer Service Excellence accreditation
•

improve our processes to keep customers informed about progress of their service requests

•

continue to support residents be involved in our governance structure, making it easier to actively participate, increasing the numbers and the
diversity of those involved, providing tailored training to assist tenant Board and Customer Excellence Panel (CEP) members to hold us to account

•

review our Board structure to make sure it is giving tenants a strong voice in our governance processes

•

promote and celebrate the great work, positive impact and changes made through resident involvement helping us shape and design services
that best meet the needs of residents

•

develop a new Young Community Champion programme in recognition of the positive impact that young people have in their neighbourhoods

•

expand on our Young Inspectors programme to make sure that young people’s views on the areas that they live in are heard and acted on

•

continue to support and inspire residents to get involved in our Tenant and Resident Groups, community groups and as Street and Block
Champions, increasing the number of actively involved tenants to make sure all areas have strong representation

•

provide funding for community activities through our Make a Diﬀerence funding

•

continue to support the annual Tenant and Leaseholder Awards and Garden Competition, recognising and thanking residents for their
contribution to thriving neighbourhoods and communities

•

launch a new, tenant-led charity to support residents and the communities they live in, and recruit tenant trustees for the charity

•

equip Street and Block Champions and ACE Inspectors with the HouseMark App to make reporting matters easier and increase the speed
of our response

•

introduce opportunities for tenants around the city to meet the leaders of Nottingham City Homes in person

•

support residents to engage with local and national decision-makers in government so that they can make their voices heard

•

make sure tenants’ voices are heard in the review being carried out in the Nottingham City Council Recovery and Improvement Plan

•

develop a ‘return on tenant investment’ statement as part of our Tenants’ Charter

•

publish our residents’ newsletter (NCH News) to inform people, and promote ways in which they can speak to us. We will provide this in
diﬀerent formats, as well as using digital and social media to have a dialogue with residents and listen to their views

•

use social media to reach more residents and allow them to communicate with us

•

challenge stigma about social housing wherever we encounter it, and through the positive promotion of the contributions so many
residents make.
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To know how we are performing
We have regularly published performance information, but there will be
new requirements for all social landlords to report a set of tenant satisfaction
measures, to enable scrutiny of the landlord by tenants, and to provide a clear
breakdown of how income is being spent.
We are committed to delivering high levels of quality and customer service. To
support our day to day activity we have a quality management system which
focusses on developing and reviewing the way we operate, with the aim of
making sure that customer requirements are met. This involves a review of all
of our processes over a three year period to make sure they are fit for purpose,
and to undertake regular checks to confirm we do what we say we will do. We
are in the process of determining whether to adopt the Cabinet Office’s
Customer Service Excellence Standard during the lifetime of this plan.
Our existing performance information covers much of what is required by the
White Paper. We will develop this further to add additional clarity to the material we
publish, making sure that the Group’s subsidiary performance is easily available.
We will continue to use the Housing Quality Network self-assessment and toolkit
for complaints review, and roll this out more widely. We respond to Freedom of
Information requests as required.

Our commitment is that we will:
• publish what we have delivered, and annually review delivery against the Plan,
reporting progress against the delivery of our commitments, and clarifying reasons
behind items should they not be on track for delivery
•

publish the relevant information in a clear and easy to access way, including all
relevant compliance data

•

engage with the Regulator of Social Housing’s process to develop the required
tenant satisfaction measures

•

complete our Performance Management Framework review and implement
any changes

•

review and implement new measures – definitions and data accuracy are key to this

•

make sure all reporting diﬀerentiates between diﬀerent parts of the NCH
Group – NCH, NCH RP, NCHEL

•

review the implications of access to information, particularly new requirements
that will apply to NCH RP

•

consult with tenants on what financial information is important to them and
consider how best to present this information

•

be accountable and we will appoint the ‘Responsible Persons’ roles, required for
both NCH and Nottingham City Council’s landlord function, roles to make sure
compliance with the Consumer Standard, Health and Safety requirements and for
fire safety risks in multi occupied buildings.
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To have your complaints dealt with promptly and fairly
Our complaints process is an important part of the service we offer to residents.
We want customers to be satisfied with the services we provide and to deliver
continuously improving services. So if something is wrong, we want to hear
about it so that we can put it right and make sure it doesn’t happen again.
We use complaints data to improve customer satisfaction, drive service
improvement and inform changes in delivering and shaping services. We learn
from the complaints we receive to improve the services we provide.
Our Customer Excellence Panel, comprised of tenants, has reviewed the
way we handle complaints and made a number of recommendations. We are
implementing the changes recommended.
We have completed a self-assessment against the new Complaint Handling
Code published by the Housing Ombudsman Service and aim to act quickly
and decisively to resolve complaints. Our complaints processes are supported
by our Complaints Panel which allows complaints to be considered by other
residents as part of our involvement and scrutiny process.
We use customer relationship management (CRM) techniques to provide
insight into customers’ preferences, supported by regular surveys and feedback
processes for residents to let us know their views. We do not operate a one size
fits all approach, and customer insight is a vital tool in understanding the
diversity of our residents and the services they would like.

Our commitment is that we will:
•
deliver on the action plan resulting from the Complaint Handling
Code self-assessment
•

revise our Complaints Policy and Procedure in line with White Paper
recommendations and new regulatory requirements

•

empower staﬀ to make sure complaints are resolved at the point of contact as far
as possible

•

review our reporting of complaints, and the speed and eﬀectiveness of
complaints handling

•

involve staﬀ in further training about complaints processes

•

make sure that residents know how they can complain if they want to

•

engage with the proposed national awareness-raising campaign about
resident complaints

•

continue to engage with the Housing Ombudsman Service to make use of
learning from their work across the sector and adopt best practice.
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Managed growth and
diversification
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Managed growth and diversification
Introduction
While our main focus of activity will remain managing and maintaining our existing homes and estates, there is scope for managed growth and
diversification. This will help maintain our economies of scale, provide services for the people of Nottingham and generate an income for the benefit
of the city. This section of the Plan details the approach we will take and the areas where we believe we can sustainably grow the work NCH carries
out and diversify into additional activity in line with our proven strengths.
Our growth strategy will be robust, supported by appropriate performance monitoring, underpinned by full assessments of risk in line with our
corporate approach. This is carried out as part of our new business approval route and subsequent monitoring processes. All new initiatives will be
robustly appraised to make sure clarity around costs, and return on investment both financial and social. We will review and revise our New Business
Approval Process early on during the life of this Plan to make sure it remains fit for purpose.
We will build on our existing strengths and expertise to:
• deliver additional affordable housing in Nottingham where we are able to do so
•

market and grow our in house delivery teams

•

meet the skills shortages in home energy reduction services

•

manage homes for other landlords

•

improve our offer to leaseholders

•

provide specialist supported housing

•

expand our assistive technology offer

•

support a tenant-led charity

•

further develop partnership working with Nottingham City Council.

36

Nottingham City Homes Corporate Plan 2021-2024

Delivering aﬀordable homes for the City Council
There is a growing demand for affordable housing in the city. We have a track record of providing high quality new, housing to rent in Nottingham.
Working in partnership with Nottingham City Council we have delivered new homes, providing a variety of rental options including affordable market
rent and social rent. We are ambitious to play our part in delivering more such homes, where financial support, borrowing capacity, land availability
and planning permission will facilitate this. We will work with the Council to deliver the following new developments published in the Housing Revenue
Account Capital Programme.

Site and location
Beckhampton, Bestwood
Keiran Hill Court (Southchurch), Cli on
Oakdene, St Ann’s
Padstow and Ridgeway, Top Valley

Description
Two and three-bed houses and one-bed flats
One-bed flats
One-bed flats
Mix of flats and houses (as part of a larger development)

Number of homes
131
36
Circa 40 (to be confirmed)
Circa 100 (to be confirmed)

We will manage and maintain our existing market rent portfolio efficiently and effectively maximizing returns to the NCH Group, and we will complete
the delivery of new homes at the former Meadows Police Station site and the confirmed phases of the Arboretum regeneration scheme, transforming
property into smart, renovated accommodation in this historic part of inner city Nottingham.
Subject to the availability of funding support we will also seek to work with the City Council to develop and acquire homes to help meet the needs of
Nottingham people.
These will include delivery via such methods as:
• maximising Right to Buy ‘1 for 1’ funding
•

Section 106 affordable housing acquisitions

•

drawing down Homes England grant funding

•

exploring development finance opportunities especially those which reduce or eliminate reliance on the City Council

•

if possible expanding our market rent offer in particular to help provide housing to those unable to access social housing

•

exploring the potential to expand the leasing and management of private sector homes

•

additional supported housing to help the city meet the accommodation needs of citizens with specialist or complex needs
where NCH is the best placed provider to deliver this.
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Developing our in-house delivery services
We have a multi-skilled workforce with expertise in property maintenance. We will seek to identify new areas
of work that we can excel in with a focus on customer satisfaction, being a contractor of choice both internally
and externally. We will aim to increase turnover year on year at a sustainable rate by identifying a pipeline of
new opportunities.
We will also evaluate the potential for insourcing activity that is currently contracted out, developing our capacity
to deliver in-house where we are confident that this will deliver efficiencies and improved service quality. We will
look to build on our existing work providing services to external clients, marketing, promoting and selling our
services to a wider range of customers in order to develop our business.
This would include:
• delivering refurbishments and major works in-house
•

increasing the range of property services offered to the City Council, and to other
City Council-owned companies

•

services for schools including repairs and renovations and major work during school ‘shut down’ periods

•

exploring the potential to provide a range of facilities management services to building owners

•

seeking out private client work, using the skills we have to secure work competitively

•

providing adaptations to private sector homes to help people live independently in their home.

We will explore opportunities and determine whether there is a business case for insourcing further
work aligned to our skills sets including such activity as:
• roof replacement work
•

electrical safety inspection (EICR) work

•

surveying activity

•

scaffolding services

•

provision of household driveways, hard standings and dropped kerbs for residents.
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Meet the skills shortages in home energy reduction services
Nottingham City Homes will play an important role in helping achieve carbon neutrality, particularly by helping reduce carbon emissions from homes.
As we seek to help residents reduce their energy use, we will develop skills that can be offered to the wider housing market. For example by helping
households increase levels of home insulation, installing measures like external and internal wall insulation and by installing and maintaining low
carbon domestic heating solutions.
We will explore the potential for installing energy saving measures in-house, developing the skills to achieve this and seek to offer these to the
wider local housing market. This is considered to be a significant growth area with a predicted skills shortage in this area. We will upskill staff to
service and maintain the next generation of carbon neutral domestic energy solutions – new technology that will replace traditional gas fired boilers
and heating systems.

Managing homes for other landlords
NCH has a track record of managing homes for other landlords, including social housing owned by other housing associations and charity groups.
There is scope to provide these services for larger numbers of properties both in the social and private rented tenures. Landlords could buy into aspects
of these services or a complete package of property management and maintenance.
We will market our housing management and maintenance services to social landlords, charities and private sector landlords. We have developed
a template for providing these services using a new business model to assess potential scheme returns and viability.
Through the Nottinghamshire Social Housing Forum we will explore the potential to provide specialist services to other social landlords with housing
stock in Nottingham, offering locally based expertise well placed to deliver services to their tenants.
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Improve our oﬀer to leaseholders
NCH manages over 1,300 leasehold properties, mostly on behalf of Nottingham City Council but also those where the NCH Group are the freeholder.
Just under half of the leasehold properties we manage on behalf of Nottingham City Council are in the private rented sector. These are in
buildings where we are already managing other social rented flats. This can bring with it challenges, not least in relation to aspects of building
safety management. We believe we can offer a high-quality housing management service to the landlords of those homes, which will deliver
improved and more consistent housing management for all residents of the building concerned, whatever their tenure.
During the life of this Plan we will:
• review our service with a view to providing a better offer to leaseholders
•

improve the charging mechanism to reflect the actual costs of the service, with a management
fee that offers transparency over the true costs of services provided to leaseholders

•

provide an improved digital offer and extension of Housing Online to all leaseholders

•

develop a housing management offer to market to private landlords who own leasehold properties
in the buildings we manage.
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Providing specialist supported housing
Some residents we provide services for have complex needs in addition to their need for a good quality secure home. We have worked successfully
with health and social care partners to provide integrated support that delivers quantifiable benefits in terms of reduced care costs and improved support
services. Our Hospital to Home service, for example, helps free up vital hospital space by providing access to suitable accommodation and preventing
the delayed transfer of care.
We will look for new opportunities to expand services through our work with the Nottingham City Integrated Care Partnership, to provide specialist
supported housing and amalgamate resources to provide better integrated health, housing and care provision. Only NCH RP can access the exempt
levels of Housing Benefit necessary to make sure such supported housing is affordable.
We will continue to develop, and look for opportunities and funding to:
• work with Nottingham City Council to develop an approach to specialist supported housing within its emerging housing strategy
•

work with Nottingham City Council Adults and Children’s services to help provide accommodation that meets the needs of their clients,
for example small group care settings for children or adults, reconfiguring housing that can provide suitable accommodation options

•

provide additional supported housing to help the city meet the accommodation needs of citizens with specialist or complex needs where
NCH is the best placed provider to deliver this

•

develop levels of support in our independent living schemes to make sure that the changing needs of residents is met appropriately

•

develop a range of tailored support services that people can access across tenures, helping with tenancy sustainment and supporting
people to live comfortably and confidently in their home

•

promote and encourage fostering and adoption services as appropriate within our customer base

•

provide access to training and employment opportunities in health and social care through our employability service.
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Reducing homelessness and rough sleeping
Nottingham City Homes has worked with the Council and other partners to tackle homelessness and rough sleeping, delivering housing and support
that allows people to break the cycle of homelessness. As the economic impact of recent events unfolds, homelessness pressures are predicted to get
worse.
As we work to help deliver the city’s Homelessness Prevention Strategy12 we will:
•

develop our range of homelessness prevention activity, using our proactive approach to tenancy sustainment, court avoidance
and our welfare rights expertise

•

further develop the Housing First model to tackle rough sleeping, moving people into accommodation and linking with a range
of support services to help address health and support needs

•

provide appropriate temporary accommodation for homeless families, reducing the use of costly and unsuitable bed and
breakfast accommodation

•

support formerly homeless residents with training and employability opportunities

•

use Enhanced Housing Benefit Payments to provide intensive housing support to help people move from temporary accommodation
to long term stable tenancies.
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Expanding our assistive technology oﬀer
Our Nottingham on Call (NoC) service provides assistive technology (AT) to help people live independently, safe in the knowledge that help is available
at the press of a button. We see significant scope to expand this provision. The roll out of new digital technology over the life of this Plan provides both
a challenge and opportunities to provide additional levels of assistance, which will help other health and care providers reduce their costs through
preventative help, care and support.

We will:
• implement the AT digital switchover to enable a step change in the scope of the technology
•

enhance and expand our reassurance and welfare call offer utilising digital and phone based communication methods to achieve this

•

offer proactive care and support solutions. Through collection of data measuring daily living routines NoC will be able to assess whether medical
or care intervention is required ahead of a problem occurring. This will reduce the burden on the health and care system and further promote
increased independence

•

offer a range of AT solutions to make sure that citizens are able to be supported outside as well as inside the home, giving people more freedom
and safety in their local environment

•

continue to work proactively with social care working in partnership to make sure that ‘AT First’ is embedded into the social care assessment
process in order to assist with delivering Nottingham’s Better Lives Better Outcomes Strategy for older and disabled people. The service will also
play a key role in providing AT solutions to expedite discharge from hospital settings

•

enhance the marketing of the service with better targeting of the service offer and include the ability of customers to purchase directly from
the website

•

continue to pursue opportunities to provide alarm monitoring and out of hours services for other organisations where this will support with
delivery of wider corporate objectives

•

upskill the NoC workforce to make sure that all staff are able to respond effectively to support requirements arising from the expanded digital
service offer.

We are piloting new technology enabling Nottingham on Call to open up a video channel to check on the welfare of the individual. This will potentially
enable independent living when this would otherwise not be feasible.
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Supporting a tenant-led charity
We will support the development of the new NCH tenant-led independent registered charity, which aims to draw in extra funding for tenants groups in
the city. Working with the charity’s trustees, we will provide support for the charity as it takes its first steps to decide priorities, raise funds, and help the
charity deliver services where it is able to do so.

Further develop partnership working with Nottingham City Council
Local government currently faces some of the most challenging circumstances in a generation. The coronavirus pandemic has placed substantial
strains on local government services, expenditure and sources of income, over and above the financial pressures that commenced during the period of
public finance austerity. This means it is increasingly important for NCH to look at ways it can help play its part in supporting the Council through very
challenging times.
We will look at opportunities for closer partnership working with Nottingham City Council to see where we can deliver both efficiencies and
improvements in the way housing and related services are provided.
This could involve:
• examining the scope for joined up working and shared services across Council-owned companies
•

the potential for closer working on building and facilities management making best use of our skilled trades workforce

•

closer aspects of fleet and facilities provision and maintenance to provide a modern fleet that is fit for purpose

•

the potential for closer neighbourhood working across the estates we manage

•

examining the potential for delivering a wider range of housing related services on behalf of the City Council as part of
the joint transformation review to improve synergies across the city

•

greater opportunities for joint working with social care and health services to deliver stronger integrations and efficiencies.
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Organisational
excellence
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Organisational excellence
Introduction
How we organise and operate at NCH is a vital part of the way we deliver for our customers, it drives our culture and supports what we do at every level.
We will encourage creativity and innovation, learning from best practice within the housing sector and further afield.
Over the lifetime of this Plan we will focus on:
• governance
• corporate health and safety
• people and Best Companies
• equality, diversity and inclusion (ED&I)
• financial management and value for money
• accelerating our digital delivery and data management
• preparing for inspection.

Governance

Nottingham City Homes Group

NCH has robust governance, having carried out a review of the
NCH Board during the last Corporate Plan period. We created
a new structure in 2019 to meet the needs of the range of activities
carried out by the NCH Group.
During the life of this Plan we will carry out a comprehensive review
of this Board structure to make sure it is working effectively as intended,
making sure tenants are heard, engaged and empowered in a way
that goes beyond the aspirations of the Government’s Social Housing
White Paper.
We have a diverse mix of Board members who bring a wide range of
skills, strengths and experience, with tenants playing a key role at
Board level. We will have continual review to focus on governance
and implementing best practice.

Nottingham
City Homes
Governance
and Selection
Committee

ALMO Board

Audit, Risk and
Compliance
Committee

Nottingham City
Homes Registered
Provider

Nottingham City
Homes Enterprises
Limited
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We will make sure that strong governance arrangements are in place to implement the proposals in the White Paper, for example to make sure
compliance with new Building Safety Regulations, performance reporting to tenants, complaint monitoring, risk scrutiny, and overall tenant engagement.
As part of its own Recovery and Improvement Plan 2021-2024, our shareholder, Nottingham City Council, is undertaking a review of the governance of
all of its wholly owned subsidiaries to assess their approach to governance, scrutiny and risk. We will participate in that review, learning from findings
and implementing any recommendations that may be appropriate.
We will comply with the new National Housing Federation (NHF) Code of Governance, which will be embedded in our processes, including updating
Committee terms of reference, training, and Board recruitment.
The new code places more emphasis on:
• accountability to stakeholders – including residents, the local authority, other customers and staff
• equality, diversity and inclusion in governance
• sustainability
• organisational culture.
During the period of this Plan we will:
• prepare and deliver a Governance Action Plan
•

carry out an annual review against the NHF Code of Governance, highlighting any areas where
NCH can improve its governance in order to better meet requirements

•

implement the outcomes from the external review of risk management to make sure that Board members
are able to identify, monitor and robustly scrutinise measures to mitigate organisational risk

•

work with Board members to provide relevant training and support tailored to their individual needs,
broadening Board member’s skills mix

•

make sure our Board member recruitment and selection process allows us to meet the skills mix for each
constituent Board and Committee

•

review our Board structure to make sure it is delivering Governance requirements as intended

•

make sure the Board reflects the diversity of our tenants and residents.
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Corporate health and safety
Just as the safety of those who live in the homes we are responsible for is a top priority, so is the safety, health and wellbeing of our workforce. We will
make sure the support is in place to build the resilience people need in the face of the challenging situations that can be part of the work we do, often
helping the most vulnerable in society with the difficult situations they face.
Our target is a zero harm workplace supported by 100% compliance with all statutory health and safety requirements.
Alongside health and safety, we will also make sure we take all reasonable measures to make sure business continuity in the event of unforeseen
service disruption, through appropriate planning and adequate preparation.
Our commitment is that we will:
• prepare for and implement the new international standard for occupational health and safety management (ISO45001)
•

make sure 100% compliance with all statutory health and safety training requirements

•

review our lone working policies and procedures to make sure the best protection for staff

•

involve residents and other relevant partners in the Health and Safety Committee

•

promote health and safety across NCH to make sure it is always embedded as part of the organisational culture

•

review and implement all necessary health, safety and environmental training

•

further develop and implement the dedicated interactive health and safety sections of our intranet

•

continue to develop and deliver a programme of audits and inspections across all areas of the company,
including the Big Six building compliance obligations

•

revise and practice our business continuity and emergency planning preparedness.
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People and Best Companies
We aim to be a Top 100 Best Companies employer and a place our workforce are proud to work. Our people are our greatest
resource, and we want to continue to invest in them so they can continue to provide the best services possible to our tenants,
residents and communities. We will enhance our workforce planning and development, making sure we recruit and train our
workforce to meet our future needs. We will continue to make sure NCH’s vision and values are embedded in everything we
do and will activity encourage career development and progression for all our colleagues within NCH.
NCH is proud of its workforce and the work they do. We are pleased the Government has recognised the need for professional
ents
colleagues who are specialists in the housing sector, with the skills and knowledge to help them deliver quality services to residents.
We will engage with the Government’s proposed review of professional training and development for social housing colleagues and
look forward to seeing the cultural changes, and qualifications, that it recommends and building on our existing offer to colleagues.
Our commitment is that we will:
• aim to be a Best Companies Top 100 employer, using the annual survey to measure engagement, progress and drive change
•

make sure NCH values and behaviours are embedded in everything we do and challenge those whose behaviour is not consistent with
these values

•

make sure every member of staff receives excellent support through our process of induction, regular one-to-one supervision and an annual
appraisal, and support development through a comprehensive learning and development offer

•

support a culture of ownership and empowerment giving managers and colleagues the information, tools and support to perform their roles
competently and confidently

•

create career development pathways so colleagues can see how they could progress, and the training and development opportunities available

•

support a range of professional qualifications including apprenticeships and housing specific qualifications

•

deliver the next phase of our management and leadership programme to strengthen manager capability across the organisation

•

make sure we have the capacity and capability to deliver our Corporate Plan objectives within the new departmental structure, making sure
that value for money is delivered by our management structure

•

review our staff benefits offer to make sure it continues to be fit for purpose
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•

take a proactive approach to workforce planning, mapping requirements to pre-empt new work and make sure the workforce is flexible enough
to meet changing demands

•

provide a comprehensive health and wellbeing offer, innovative in its approach to staff welfare, and supported by early intervention to prevent
and reduce long term sickness, and support individuals including in ways to help colleagues take more ownership of their own health and
wellbeing in the way they wish to do

•

achieve below the national average (8.4 days) for sickness absence

•

continue to support staff-led forum meetings and events to engage a wide cross section of staff as a consultation group and ‘champions
for change’

•

continue to foster excellent working relationships with our recognised trade unions, working in partnership to provide the best working
environment for NCH’s people.

Supporting routes into employment
Routes into employment, through skills and training, is an important way in which we can help residents. Our work on employability delivers this and
we will continue to focus on it, seeking opportunities to work in partnership with local colleges and training providers, secure funding wherever we
can do so. As we assist people to address the economic impact of the coronavirus pandemic, we will target activity in this area on those who have
faced redundancy as a consequence, including youth unemployment. We will use the Government’s Kickstart employability scheme people to help
increase skills and assist people into jobs.
We will build on our Top 100 National Apprentice Employer status, maintaining our strong record in apprenticeship skills training across NCH, including
our commitment to offer workplace opportunities to tenants and residents. We will create a construction skills hub at our Harvey Road training facility,
seeking external funding to support employability in the sector.
We will continue to operate our Tenant Academy. This helps provide free needs-led training for residents to help improve their knowledge, skills,
pride and quality of life. It also helps residents engage in positive community engagement, in turn helping contribute towards and sustain thriving
communities in Nottingham. The Academy is accessible to all ages and abilities and focuses on the priorities of residents. This related to their homes
and neighbourhoods such as digital skills, first aid, householder skills like basic repairs for which tenants are responsible themselves, pre-tenancy
training, family based learning, building safety knowledge and skills to take on roles and help with tasks like being an effective Street and Block
Champion. This allows people to play a more active role where they live which supports NCH’s involvement structure, and positively impacts on
people, reducing loneliness and social isolation, boosts physical activity, healthy eating and overall health and wellbeing.
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NCH in the community
Staff at NCH are committed to the role they play in the wider community. This includes a significant amount of volunteering to support community
projects, and fundraising for worthy causes. We will continue to support staff in the wide range of voluntary activities staff do over and above their jobs.
We will support the role staff do in the community by:
• encouraging all staff to make full use of an annual day for volunteering activity
• supporting the staff charity of the year
• supporting fundraising activity like our Christmas toy appeal for children living in our temporary accommodation
• promoting volunteering activities in-line with our vision and values.

Equality, diversity and inclusion (ED&I)
Our customers, staff and Board members come from a diverse range of backgrounds, and we serve an increasingly diverse city. This diversity is part of
our strength. We work together to take people’s varied needs into account and we seek to make sure that our workforce is reflective of the communities
we serve and able to identify and understand their diverse needs.
Our ED&I approach is supported by our Equality, Diversity and Inclusion Steering Group, which includes tenant and Board member involvement, and
our NCH Equality Forums (LGBT+, DECF – Disabled Employees and Carers, EDF – Ethnically Diverse Forum) who work to make sure that we fully
consider all elements of ED&I when it comes to our tenants, staff and stakeholders. We will strengthen and focus the work of these forums to deliver
our ED&I Strategy, making sure our activities are supported by appropriate Equality Impact Assessments (EIAs).
During the life of this Plan we will:
• continue to be a Stonewall top 100 employer, and Stonewall diversity champions, making us an employer of choice for people who identify
as LGBT+
•

continue to work within the Disability Confident Employer (level 2) Framework with an aim to move up to Disability Confident Leader (level 3)
Framework in order to help us improve our working environment and culture to further support those with disabilities people with disabilities

•

continue to work within the Race at Work Charter Framework to support us in taking practical steps to tackle any barriers that ethnic minority
people face in recruitment and progression

•

continue to reduce our gender pay gap, providing opportunities for more women to progress into management positions and continuing our
‘women in construction’ programme to increase the number of women in trade and construction related roles
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•

report on our ethnicity pay gap, and proactively seek to reduce this by supporting programmes such as Future Leaders which provide
development opportunities for those from under-represented groups

•

continue to adopt recruitment and development strategies that significantly improve and encourage diversity and inclusion in the workplace

•

introduce coaching and mentoring for under-represented groups to support future career development

•

adopt the Equality Framework for Local Government (EFLG) in 2021 to help us to continue to drive improvements in ED&I

•

strengthen our ED&I training for staff and managers.

We will also create stronger links with under-represented tenant and resident groups to help us make sure that our services are fit for purpose for all,
meeting the needs of the diverse communities we serve. We will continue our partnership work with other local organisations (including Nottingham City
Council, the NHS and Nottinghamshire Fire and Rescue) to provide a strong Nottingham wide approach to tackling disadvantage in under-represented
groups.

New ways of working
The coronavirus pandemic accelerated rapid change in the way we work and resulted in our workforce facing
unprecedented challenges.
The impact of this national crisis on our work has been significant and is likely to change the way we work over
a lasting period. NCH had already started to move towards more flexible ways of working realising the benefit of
more flexibility on recruitment, retention and work-life balance, as well as the environmental and cost savings
benefits this approach can bring.
Coronavirus required us to go further, putting into practice new ways of working across the workforce. We have
and will continue to develop the technology, tools, equipment and support packages to allow colleagues to work
from a range of locations, limiting the need for office space and reducing travel times and costs.
We will embrace new ways of working, changing just like our customers and communities are. We will support
them to do more through self-service, providing a more flexible offer that better suits their evolving needs. We
will also challenge our existing delivery mechanisms to be the best they can. This will include managing tenant
contacts more effectively and resolving tenant’s enquiries at the earliest opportunity. We know change can be
challenging and will continue to support our workforce to embrace new approaches, making sure mechanisms
are in place to allow them to access help and guidance when needed.
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We will rethink how facilities are provided and work with Nottingham City Council to review our accommodation needs and office footprint, making sure
that we make best use of the buildings and facilities available for staff, releasing surplus accommodation for other uses where we can do that. We will
be sure to maintain the quality of service provided to our customers.
We will make sure our facilities provide modern, well maintained, good quality, clean and safe working environments for staff to use.

Greening NCH as a company
As well as working with Nottingham City Council to make homes more environmentally friendly, we can do more as a company to support the city’s
carbon neutral ambitions and environmental agenda.
Our vehicle fleet covers 1.74 million miles per annum (consuming 286,000 litres of fuel, 95% of which is diesel). We will improve logistics in order to
reduce our vehicle mileage. We have been able to extend the life of our existing fleet, achieving greater value for money, and to invest in new electric
vehicles. During the life of this Plan we will need to renew a substantial proportion of our fleet, and this provides an opportunity to ‘green’ our transport,
helping to reduce carbon emissions and particulate pollution. Subject to suitable products being available, we will seek to acquire ultra-low emission /
hybrid and electric powered vehicles where appropriate, as we renew our fleet.
In our workplaces and in our use of materials we will reduce waste, single use plastics, reuse and recycle and reduce our office accommodation’s
carbon footprint through greening our office environment. New ways of working will mean less commuting into work, with its associated use of energy,
carbon and particulate emissions.
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Financial management and value for money
NCH strives to be an efficient organisation, with a robust set of financial procedures and internal controls in place to make sure that resources are
carefully managed and demonstrate value for money.
During the life of the Plan we will:
• implement Oracle Fusion modules as part of the Council’s Fit for the Future project. This will introduce streamlined processes and real time
data with more self-service functionality to aid budget management and improve the effectiveness of procurement
•

review the standing orders and financial regulations for the Group to make sure they retain strong financial control but are fit for purpose as
the group develops and diversifies

•

review and improve the budgetary control and budget setting processes, making sure budget managers are adequately supported through
business partnering, guidance and training

•

review and improve financial reporting, making sure the information provided to stakeholders is transparent, timely and relevant, and aids
decision making and continuous improvement. As part of this we will consult with tenants regarding financial information reporting, and develop
the format and content of published information based on their input

•

continue to participate as members of Housemark to gain insight from annual benchmarking and assess value for money compared to our peers

•

continue to identify and evaluate opportunities for efficiencies or income growth, adopting a structured approach to make sure risks are identified
and return on investment is modelled as part of the decision making process

•

support Nottingham City Council through collaboration and through the delivery of efficiencies which will support the Housing Revenue account
and General Fund account.

We will continue to drive efficiency and cost savings through effective procurement and contract management across the organisation, transitioning
from the current legislation as a result of Brexit, and engaging with any developments which arise from the new Public Procurement Green Paper.
During the life of the Plan we will review our approach to providing the significant value of stock of supplies and materials we use, with a view to
consolidating our buying power and maximising efficient purchasing and supply across the business. This will help make sure we have the best
commercial approach across NCH, supporting our ambitions to develop our in house services for repairs, maintenance and construction. We will
manage stores and stock to achieve greater efficiency while ensuring the supply of materials supports service delivery.
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Accelerating our digital delivery and data management
We will continue to maintain our technological investment to make sure our staff have the right technology to carry out their work, and that customers
can increasingly contact us via a wider range of methods that suit their lifestyles. We will enhance our online offer, increasing facilities for self-service
and channel shift, embracing ways to help people self-diagnose problems and faults and self-select appointment slots that suit them. We will explore
the use of Web Chat and AI capabilities within our systems to help free up our Customer Service Centre to focus on more complex requests and
resident support.
We have started the simplification of our ICT landscape, but there is more to do to consolidate our systems and make the best use of technology
available to us in digitising our processes. We want to make it as easy as possible for our residents to contact us using the way that is easiest for them
and therefore we will be extending our social media integration to do that, increasing our focus on digital delivery both internally and externally.
Hand-in-hand with our commitment to fully utilise ICT will be an increased emphasis on data insight for better service delivery. We have learned during
the pandemic how important it is to understand more about our customers and make sure we can address their need. So we are establishing a central,
easily accessible and updated portal with key customer data and demographics, so we have a combined understanding of who our customers are and
can segment and target groups to guide the overall strategy for delivery of our services.
Our commitment is that we will:
• implement a digital and data management strategy, consolidating around the core ICT systems of housing management, Oracle Fusion and
Microsoft365 with a focus on ‘one version of the truth’ thus simplifying our Property Services ICT
•

simplify our ICT provision by consolidating systems. We have transitioned away from a separate Customer Relationship Management (CRM)
system to reduce duplication of customer records, and will complete an existing project to transfer asset management data

•

increase the digitisation of internal processes to make best use of technology through Oracle Fusion and Microsoft365

•

support residents who wish to access services online without excluding those unable to do so, through a supportive process of digital inclusion

•

use technology to achieve greater efficiency in areas like workforce planning and productivity

•

continue to provide ICT support for front line services, in partnership with our colleagues at Nottingham City Council

•

maximise the use and benefits of our website and social media
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•

simplify our communications through integrating more services into our customer services call centre

•

use technology to better record and manage tenants contacts, making sure that contacts are dealt with by staff with the correct skill and
knowledge to provide ‘right first time’ responses

•

use the data we manage to help us understand the needs of our residents, making sure we have up to date information on household
circumstances to help improve the quality of the services we offer.

We will implement an effective data management strategy that makes sure all data is held appropriately to improve resident centered service delivery and
customer insight through a central updated web portal providing key household information. This will be an essential tool to help make sure regulatory
compliance. We will retain our robust approach to information governance and our obligations under General Data Protection Regulation (GDPR).

Communications and marketing
In addition to NCH News, our residents’ newsletter, available both online and in hard copy, we will communicate with residents, staff and
the wider public via:

Websites
NCH currently has a suite of four websites:
• The corporate site
• Nottingham on Call
• Nottingham HomeLink
• LiviNG
We will continue to develop and promote our digital offer as a key driver for a shift to digital delivery, including our HomeLink choice based lettings
portal and our Housing Online self-service platform.

Social media
We will continue to grow audiences across our three social media channels – Facebook (resident facing), Twitter (stakeholder facing) and LinkedIn
(corporate / sector focused), and to develop our approach to delivering two-way communications across all platforms.

Signage, uniform and livery
On-street branding such as that applied to signage, works hoardings, vehicles and livery is crucial to reputation. We will continue to develop and
improve signage across the city to promote the NCH brand and contribute towards creating homes and places where people want to live.
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Preparing for inspection
High-performing professional corporate services are essential to support the organisation to achieve its objectives. The effectiveness of governance,
risk, compliance, performance management and administrative policies and processes will be reviewed and improved to make sure NCH becomes
‘inspection ready’ and meets the requirements of the Social Housing White Paper.
This includes:
• review of records management and the use of Microsoft365 to make sure the corporate filing system is fit for purpose
• review and update corporate policies and procedures, in accordance with a cyclical programme and / or in response to legislative changes
• review of NCH Performance Management Framework including internal performance management and performance reporting to
Board / Nottingham City Council and wider stakeholders. Review the way performance information is presented and published to tenants and
assess the use of technology for accessing information
• review options for accreditation to support customer excellence, and engage with benchmarking of services with peers to help us drive
performance improvement – aiming for upper quartile performance wherever possible
• implement actions from the review of Risk Management, embed risk management across the organisation and make sure transparent
reporting of strategic risks to ARCC and Board.
At NCH we believe we are well placed to work hand-in-hand with Nottingham City Council to meet the requirements set out in the White Paper, making
sure the Council is fulfilling its obligations as a social landlord.
Our commitment is that we will:
• make sure all housing safety standards are met or surpassed
• meet the requirements of the Regulator of Social Housing and the Housing Ombudsman in full
• implement our revised complaints policy and processes to reflect the ethos and standards set out within the White Paper and Housing
Ombudsman Complaint Handling Code
• review our published performance reporting to make sure it provides the information residents need to know how we are performing
• work across the sector to make sure performance information is comparable and helps drive up standards of service
• learn from inspections carried out across the sector to drive continual improvements and higher standards of customer service
• review our policies and procedures to make sure they meet the ambitions of the Social Housing White Paper
• put in place the necessary processes to make sure we are ready for short notice housing inspections whenever they are required.
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Key performance indicators
Our Key Performance Indicators (KPIs) are a vital part of measuring the success of our Plan, and helping residents and stakeholders know how we are
performing.
The Social Housing White Paper proposes a number of measures which have yet to be agreed by Government, the Regulator and the housing sector.
These will become available during the life of the Plan and may require us to update our KPIs accordingly. We will engage with the Regulator regarding
the development of new measures and seek to make sure residents views are taken into account.

NCH Tenants’ Charter
Measure

2024 target

Overall satisfaction with services provided by NCH

90%

Tenant satisfaction with the overall quality of their home

90%

Tenant satisfaction with the repairs and maintenance service

85%

Tenant satisfaction with neighbourhood as a place to live

90%

Tenant satisfaction with landlord’s handling of anti-social behaviour

90%

Tenant satisfaction with the opportunities to participate

95%

Number of complaints relative to the size of the landlord (Complaints per 1,000 properties)

80

Properties meeting the Decent Homes Standard

100%

Compliance with health and safety obligations – gas safety

100%
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Measure

2024 target

Compliance with health and safety obligations – electrical safety

100%

Compliance with health and safety obligations – fire safety

100%

Compliance with health and safety obligations – asbestos

100%

Compliance with health and safety obligations – water safety

100%

Compliance with health and safety obligations – lift safety

100%

Percentage of neighbourhood assessments meeting Five-Star ACE Inspector rating

60%

Percentage of rent collected

100.7%

Full average re-let time (calendar days) – no exclusions

25

Number of lettable voids

85

Growth and diversification
Measure

2024 target

New Homes built or acquired during the lifetime of the plan

295

Market Rent Portfolio

216

Total number of private customers using community alarms

3,000
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Organisational excellence
Measure

2024 target

I feel proud to work for Nottingham City Homes

80%

Staff sickness – average number of days

8.1

Mean Gender Pay Gap assessment

15%
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Resourcing the plan
NCH is responsible for managing significant resources and for delivering excellent services while driving efficiency to demonstrate that we are
achieving value for money. The core funding for NCH is closely aligned to the Housing Revenue Account (HRA) which is sustained from the housing
rental income. The HRA and NCH budgets continue to face pressures, including reducing numbers due to Right To Buy sales. NCH works in partnership
with the City Council to make sure that funding is invested wisely in the areas that are a priority to our residents and leaseholders.
The Corporate Plan includes the projected financial position for the three years from 2021-22 to 2023-2024. The revenue summary of the current
Medium Term Financial Plan (MTFP) across all companies is summarised below. The financial target is to generate a surplus from operating activities
across the NCH Group to enable the servicing of loan liabilities, and the reinvestment and growth identified in the Corporate Plan. The MTFP has been
updated to align with the NCH 2021-22 budget and latest Council HRA MTFP (March 2021).

NCH Group Turnover
The table below sets out the anticipated consolidated Group turnover over the life of the Plan:

2021-22 budget (£’000) 2022-23 budget (£’000) 2023-24 budget (£’000)
HRA Fees
HRA Management Fee
HRA Repairs and Maintenance Fee
HRA Tenant Reward Scheme
HRA Capital Fee
NCC Capital Works
NCC Income
NCH Rental Income
Other Income

22,852
26,739
2,000
1,800
17,450
3,215
7,523
1,672

22,515
26,625
0
1,836
19,257
3,465
9,073
1,726

22,427
26,586
0
1,873
20,560
3,515
10,000
1,786

Total 83,251

84,497

86,747
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A number of key assumptions have been incorporated into the plan:
• HRA revenue fees paid by the City Council remain the largest part of our turnover. HRA fees fund the management and maintenance of homes and estates
•

HRA fees are affected annually by Right to Buys and decisions on rent increases – up to CPI+1% (1.5% in 2021/22 and assumed 2% after)

•

rental income will increase based on plans for landlord activity – achieved through homes owned and leased by the NCH Group

•

people are our biggest, and most important resource. Employee costs will continue to be the most significant cost with continued pressures arising from
pay inflation and pension costs

•

budgets will increase to reflect targeted growth in income and the costs associated with this growth

•

NCH Board will determine the allocation of surpluses, including any legitimate contributions to NCC as parent company or for future developments

•

growth and diversification enable us to target surpluses and income as alternatives to cutting services

•

the NCH Group includes two subsidiary companies – NCH Registered Provider (NCHRP) and NCH Enterprises Limited (NCHEL). This corporate plan is
a consolidated plan for the Group and incorporates the financial plans for subsidiary companies.

NCH assets / capital investment
NCH Capital (homes owned by NCH) will be driven by a programme to complete existing approved schemes. Investment will be spread across the
Group, including market rent (NCHEL), along with homes leased to and owned by NCHRP.
Cumulative Property Fixed Asset values as at 31 March:

Acquisi on / cost

2020-21 (£’000)
62,613

2021-22 (£’000)
66,893

2022-23 (£’000)
66,893

2023-24 (£’000)
66,893

The planned investment relates to the completion of the acquisition and development of Arboretum Phase 1, and former Meadows Police Station
projects which will complete during 2021-22. We will continue to explore opportunities for further acquisition and development.
Acquisition of new homes may be impacted by the Nottingham City Council Independent Review and Recovery Plan, NCH will continue to work closely
with the Council to maximise opportunities for Nottingham.
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HRA capital programme
The City Council Housing Revenue Account Capital Programme invests in and maintains council-owned social housing. Budgets detailed below
are mostly managed and delivered by NCH. The Capital Programme is investing £208m for public sector housing in the next four years, with £56m
specifically allocated for the Building a Better Nottingham programme.
The capital programme supports significant investment in residents’ homes – current plans are based upon the current Asset Management Plan which
will also inform the Council 30 year HRA Business Plan.

HRA capital programme

2020/21
(£’000)

2021/22
(£’000)

2022/23
(£’000)

2023/24
(£’000)

2024/25
(£’000)

Nottingham Decent Homes Standard

15,419

19,250

25,655

22,844

20,197

Building a Better Nottingham

22,657

21,944

21,189

10,709

2,482

Additional tenant priorities:
• City-wide energy efficiency
• Additional improvements

1,579
6,964

13,339
10,449

10,407
10,572

0
9,296

0
9,470

64,982

67,823

42,849

32,149

Total programme 46,619

NCC Capital Programme will be a key source of NCH income through the fees for managing the programme and through direct delivery of capital works.
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Managing risk
NCH will implement findings and recommendations of our external risk management review to become an exemplar in risk management in the sector.
A revised Risk Management Framework will make sure that awareness and management of risk is embedded throughout the organisation.
The Regulator of Social Housing produces an annual sectoral risk analysis. We will have regard to this in determining the key risks facing Nottingham
City Homes Group. The key themes identified by the Regulator in the current sectoral risk analysis together with a summary of their commentary are:

Strategic choices

Health and safety

New supply

“The sector faces a growing range of competing internal and
external pressures which will demand strategic control and
decision-making. The needs of current tenants must be
balanced with future demands; choices must be made
between essential ongoing investment in the existing housing
stock and contributing to new supply”

“Ensuring tenant safety is a fundamental requirement of all
social landlords. Providers must meet statutory health and
safety obligations including gas, electrical and fire safety,
asbestos, legionella, and lifts.”

“The provision of new aﬀordable housing is a key element
of the government’s approach to ending the housing crisis,
tackling homelessness, and providing aspiring homeowners
with a step onto the housing ladder. Providers’ objectives will
often similarly include the provision of housing to those whose
needs are not currently being met by the market.”

“Boards must ensure governance arrangements maintain
eﬀective control of operations and oversight of decision
making. Eﬀective control, decision-making and business
planning are reliant on the availability of robust data and
advice. It is essential that Boards have the appropriate skills
to understand and challenge the broad range of information
and advice they receive. The need for providers to have
eﬀective risk management and well-developed risk mitigation
strategies remains paramount.”

Stock quality
“The sector provides homes for around four million tenants.
The quality of their homes aﬀects tenants’ health, both
physical and mental, and establishes the trust and confidence
tenants have in their landlord. Housing is a long-term asset,
and failure to understand stock and invest appropriately in it
presents a substantial risk to providers and tenants.”
“Providers must have an approach which maintains stock
at Decent Homes Standard and prepares to meet evolving
expectations, in particular in relation to building safety and
energy eﬃciency.”

“Reforms to building safety legislation are set out in the
draft Building Safety Bill (2020) including the establishment
of a new Building Safety Regulator housed within the Health
and Safety Executive. Boards of registered providers will
need to understand their responsibilities under this new
framework and ensure continued compliance with
statutory requirements.”

Service delivery and accountability to tenants
“Providers have reacted rapidly and flexibly to maintain
service delivery in response to COVID-19. It is important to
consider the impacts that such changes can have on diverse
groups of tenants, particularly if they become part of
a provider’s standard operating approach. It is critical to be
transparent, being clear with residents about the changes
and why they are necessary.”
“The quality of a registered provider’s relationship with
tenants reflects the culture of the organisation and ultimately
underpins the trust and confidence that tenants and other
stakeholders have in the organisation. The government’s
Social Housing White Paper highlights the importance of
accountability to tenants. Boards should be mindful of
evolving requirements in this area.”

“However, development carries significant risks that Boards
will need to manage, including the potential for impacts to
financial viability and strategic objectives, as well as providers’
reputation with stakeholders.”

Financing
“Providers are forecasting increased reliance on debt to fund
development programmes and projected increases in stock
investment… increased reliance on debt in providers’ business
plans is underpinned by assumed continued low interest rates
in forecasts, which increases the risk associated with any rise
in borrowing costs.”
Regulator of Social Housing, Sectoral Risk Analysis

67
The Corporate Plan identifies a clear direction of travel and commitments which address the risks identified above, and makes clear strategic choices for
the life of the plan. Having regard to the sectoral risk analysis, we will develop and keep under review a Risk Management Framework having regard to
the following potential corporate risks:
1.

Strategic management, governance and leadership

2.

Service delivery and accountability to tenants
• stock quality

3.

Health and safety
• building safety

4.

New supply

5.

Financial management and internal controls

6.

ICT / information governance

7.

Shareholder relationship

8.

Employee engagement

9.

Regulatory preparedness

10.

Business continuity and emergency planning.

We will develop and keep under review a risk appetite statement,
which determines our approach to managing these risks and
determines the tolerance we accept for different types of risk,
for example:

Risk averse – We will take all reasonable steps to avoid this risk.
Risk cautious – Willing to accept a moderate degree of risk to
achieve key objectives. Activities undertaken carry an inherent
degree of risk that is understood and managed within
agreed parameters.

Risk aware – Willing to accept a greater degree of risk in order
to innovate or deliver on activities that will make a significant
contribution towards key objectives or which offer potentially
high rewards, providing these risks are understood, quantified
and managed within agreed parameters.
Through the Risk Management Framework, there will be clear responsibilities
for the management of risk through our governance structures.
Our Group Board will make sure that risk management is embedded
across the organisation. Each of our constituted Boards will take
responsibility for identifying and managing the specific risks within its
area of responsibility.
Our Audit, Risk and Compliance Committee, including independent
committee members, and through both internal and external audits, will
have oversight of our overall approach to risk management and report
back to the Group Board on levels of assurance.

68

Nottingham City Homes Corporate Plan 2021-2024

69

References
1 (page 7)

Cabinet Oﬃce. Transforming Public Procurement, CP353, 2020.

2 (page 7)

Dame Judith Hackitt. Building a Safer Future – Independent Review of Building Regulations and Fire Safety: Final Report, CM9607, 2018.

3 (page 7)

Ministry of Housing, Communities & Local Government. The Charter for Social Housing Residents – Social Housing White Paper, 2020.

4 (page 9)

HM Government. The Ten Point Plan for a Green Industrial Revolution, 2020.

5 (page 9)

Nottingham City Council. Recovery and Improvement Plan 2021-2024, 2021.

6 (page 9)

National Statistics. English Indices of Deprivation 2019.

7 (page 10)

Nottingham City Council. Nottingham 2028 Carbon Neutral Charter – A Sustainable Approach for a Carbon Neutral Nottingham.
www.nottinghamcity.gov.uk/cn2028

8 (page 10)

Hamptons Market Insight Research, December 2020. Reported in The Guardian 14 December 2020. Research indicated 35% of
house purchases in Nottingham in 2020 were for buy to let investment.

9 (page 10)

Iceni Projects Ltd / Greater Nottingham Planning Partnership. Greater Nottingham & Ashfield Housing Needs Assessment, 2020.

10 (page 11)

Nottingham City Council. Housing Strategy 2018 to 2021: Quality Homes for All, 2018.

11 (page 21)

Nottingham City Council & Nottingham City Homes. Housing Revenue Account Business Plan 2012-2042.
www.nottinghamcityhomes.org.uk/about-us/corporate-documents/

12 (page 41)

Nottingham City Council. Nottingham Homelessness Prevention Strategy 2019-2024.

70

Nottingham City Homes Corporate Plan 2021-2024

71

Our vision

To create homes and places where people want to live.

Our mission
To listen to our tenants, to provide top quality management and maintenance of our existing homes and estates,
keeping our residents safe, and to invest in our homes to help residents live fulfilling lives. We seek to grow our services
in a sustainable way, doing all we can to meet the demand for aﬀordable housing – and to manage our business as an
exemplar of good governance and organisational culture.

Our goals
•

•
•

To deliver the NCH Tenants’ Charter:
• to be safe in your home
• to have a good quality home and neighbourhood to live in
• to have a home you can aﬀord
• to have your voice heard and to be treated with respect
• to know how we are performing
• to have your complaints dealt with promptly and fairly
to diversify and grow
to pursue organisational excellence.

Our values
We endeavour to embed our values in everything we do:
• we’re passionate about delivering outstanding services
• we respect our colleagues, our residents and our communities
• we’re always looking for ways to improve
• we provide great value for money
• we work eﬀectively with each other, our residents and our partners.

Registered oﬃce:
No ngham City Homes Group
Loxley House, Sta on Street,
No ngham, NG2 3NJ
No ngham City Homes Limited company registra on number: 5292636

www.nottinghamcityhomes.org.uk

No ngham City Homes Registered Provider Limited company registra on number: 9810057
No ngham City Homes Enterprises Limited company registra on number: 9805670

