Nottingham City Homes
Corporate Plan 2021-2024 Summary

“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 steers Nottingham City Homes
over the next three years, setting clear priorities to
meet the challenges ahead.
It was written in unprecedented times. The services we
provide have never been more important to residents.
In 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.
We will achieve our objectives through organisational
excellence and good governance, supported by
effective financial management, and 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 to them.
The full Corporate Plan is available on our website.

Our vision remains to create homes and
places where people want to live.
Our goals over the next three years are:
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.

Please note: all photos in this publication were taken before the coronavirus pandemic.
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Nottingham City Homes Tenants’ Charter
Our main focus over the life of this Plan will be to deliver a new Nottingham City Homes Tenants’ Charter.
It commits us to giving tenants a voice and making sure their views are acted upon so that we’re providing
the best possible services. NCH tenants should expect:

To be safe in their home – We will:
•
•
•

make sure that every home with a gas supply is checked every year, electrical checks
every five years, and that blocks of flats have accessible Fire Risk Assessments in place
fully comply with building safety and fire safety legislation and keep residents informed
prioritise any customer contact or complaints that may have a building safety implication.

To have a good quality home and neighbourhood to live in – We will:
•
•
•
•
•
•

deliver £111million of planned improvements over the next three years, including kitchens
and bathrooms, doors and windows, heating systems and new roofs
improve our repairs and maintenance services
manage our estates and neighbourhoods well, delivering effective and tenancy and
estate management services
work with the Police and the Council to take the toughest possible stance against drug
offences and serious and violent crime
support older people to live independently in their own homes and deliver improvements
to our independent living communities through the Grander Designs project
roll out our award-winning Decent Neighbourhoods programme, improving our estates
in partnership with councillors and communities.
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To have a home they can afford – We will:
•
•
•
•
•
•
•

provide value for money services to keep rents affordable
focus on tenancy sustainment to help prevent homelessness
provide advice and support from the first signs that people may be struggling to pay rent
help people to pay back any rent arrears, while pursuing a formal process for tenants
who choose not to engage with us
offer training and employability support for tenants
streamline HomeLink applications, maximising applications online
turn empty properties around quickly so they can be re-let as soon as possible when
people move out.

To have their voice heard and be treated with respect – We will:
•
•
•
•
•
•
•
•

implement a company-wide programme of enhanced customer care training
keep customers informed about progress of their service requests
support resident involvement, making it easier for residents to actively participate
promote and celebrate the great work through resident involvement across communities
develop a new Young Community Champions programme
challenge discrimination and stigma about social housing wherever we encounter it
identify and support anyone who may need additional help, and give them the support
they need
encourage the use of Housing Online for residents to self-serve.
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To know how we are performing – We will:
•
•
•

provide regularly updated performance information about the services we’re delivering
publish an Annual Report which details progress against the delivery of our commitments
to residents and how we’re spending the rent we collect
publish the relevant information in a clear and easy to access way.

To have your complaints dealt with promptly and fairly – We will:
•
•

make it easier for residents to report complaints, and quicker for us to respond
empower staff to resolve complaints at the point of contact as far as possible.

This is a summary of the actions we are taking to deliver our commitments under the NCH
Tenants’ Charter. You can see full details here.
The Tenants’ Charter applies to NCC, NCH and NCH RP tenants.
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Managed growth and diversification
While our main focus of activity will remain managing and maintaining our existing homes
and estates, we will undertake managed growth and diversification across our services,
building on areas of strength and expertise to provide services for the people of
Nottingham and generate an income for the benefit of the city, including:
•
•
•
•
•
•
•
•
•

Delivering additional affordable housing in Nottingham where we can
Marketing and growing our in-house delivery teams
Meeting the skills shortages in home energy reduction services
Managing homes for other landlords
Improving our offer to leaseholders
Providing specialist supported housing
Expanding our assistive technology offer
Supporting a tenant-led charity
Further developing partnership working with Nottingham City Council.
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Organisational excellence
We aim for organisational excellence in our governance, culture and as an employer of
choice. We aim to be a great place to work. Our people are our greatest resource, and
we are proud of them and the work they do.
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 seek
to make sure that our workforce is reflective of the communities we serve, and we offer
services which best meet the needs of our diverse communities.
The coronavirus pandemic accelerated rapid change in the way we work. We will build
on this to harvest the benefits of digital service delivery for our tenants, and integrate
flexible ways of working within our workforce.
We will review the effectiveness of governance, risk, compliance, performance
management and administrative policies and processes, to make sure NCH meets
the requirements of the Social Housing White Paper.
We will do more as a company to support the city’s carbon neutral ambitions, including
greening our fleet.
We will continue 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.

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.
The full Corporate Plan is available on our website.

Registered office:
Nottingham City Homes Group
Loxley House, Station Street,
Nottingham, NG2 3NJ
Nottingham City Homes Limited company registration number: 5292636

www.nottinghamcityhomes.org.uk

Nottingham City Homes Registered Provider Limited company registration number: 9810057
Nottingham City Homes Enterprises Limited company registration number: 9805670

