
Introduction

 

Each year Nottingham City Homes (NCH) provides information to HouseMark about the costs associated with running our service as well as how we
are performing. HouseMark which is a not-for-profit organisation that supports the housing sector and provides a wealth of benchmarking data
compiles similar information from across the sector and provides a range of comparative data which organisations can use to determine how they are
performing and how efficient their services are against other similar organisations.

 

At NCH we have consistently compared ourselves against all organisations that provide data to HouseMark rather than the traditional approach of
comparing with a small select group of organisations.

 

Clearly, the year benchmarked provided a tough test for organisations as they dealt with the pandemic. Those who performed well could be regarded
as having robust process and management systems in place to enable them to deliver services throughout the pandemic.

Customer Satisfaction

Housemark Benchmark Report 2020-21

https://nottinghamcity.pentanarpm.uk/documents/show/2490381/
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/


As one would expect, a key part of the benchmarking considers how tenants perceive the service provided by landlords.

 

Ensuring that tenants are happy with the services they receive is of paramount importance to NCH and the success of our investment in homes,
neighbourhoods, and through supporting people can be measured through this metric.

 

It is also important to note that the Regulator of Social Housing sees customer satisfaction as one of the key pillars in their regulatory approach and
they will be monitoring landlords against how tenants perceive the service provided by their landlord which could lead to intervention by the
Regulator.

 

It is clear, therefore that maintaining high levels of customer satisfaction is key to ensuring regulatory compliance. Most housing organisations use the
STAR survey to capture customer satisfaction.

 

This is a tried and tested survey that enables a consistent approach across the sector. HouseMark uses this data and has provided data on the
following 6 measures.

Top Quartile  

This chart shows that NCH is performing well
above that of our peers.

 

This is a global measure that measures the
perception of tenants across the whole
service provided by the landlord and results
are derived from the STAR survey which is
used by most landlords using a standardised
methodology to enable robust benchmarking
across the sector. Overall satisfaction has
been declining across the sector over the
past three years as resident expectations
increase. Large urban landlords (particularly
those in London) typically report much lower
perception scores.

 

With satisfaction at 89.7%, we are well above
the median satisfaction of 83.1% and this
performance puts NCH in the top quartile of
all organisations benchmarked.

 

Performance in 2021-22 remains in quartile
1.

 

Year

Va
lu

es

Overall satisfaction with services provided (STAR)

90%90%90%
91.3%91.3%91.3%

92.6%92.6%92.6%

89%89%89% 88.6%88.6%88.6%
89.7%89.7%89.7%

Target Top Quartile Median Quartile Bottom Quartil
Result

2018/19 2019/20 2020/21
75%

80%

85%

90%

95%

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468673#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12291


Top Quartile  

This survey question from the STAR survey
asks tenants how satisfied they are with the
quality of their homes.

 

This reflects the investment in homes
through decent homes programmes and the
day-to-day repair and maintenance work. As
with overall satisfaction there has been a
consistent drop in satisfaction over recent
years.

 

Again NCH compares very well with peers
and is well ahead of the average
performance and again this measure is
placed in the top quartile.

Upper median  

Satisfaction with the neighbourhood is a key
tenant measure to understand how tenants
feel about their local area.

 

Their perception can be affected by a
number of things, such as grounds
maintenance and green spaces, anti-social
behaviour, litter and graffiti, and other factors
such as the availability of parking for
example.

 

Again NCH performs well and is just short of
being in the top quartile which is 87.3%.

 

The highest reason for dissatisfaction with
the neighbourhood that residents cite is
problems with grounds maintenance
including litter and fly-tipping and we
continue to work with the City Council to
address issues.

Year

Tenant satisfaction with the overall quality of their home
(STAR)

88%88%88%
89.3%89.3%89.3%

87.1%87.1%87.1%

90%90%90%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
75%

80%

85%

90%

95%

Year

Tenant satisfaction with their neighbourhood as a place to live
(STAR)

85%85%85%
86.3%86.3%86.3% 86.8%86.8%86.8%

88.5%88.5%88.5%

91%91%91%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
75%

80%

85%

90%

95%

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468676#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12307
https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468683#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12309


Top Quartile  

This measure checks tenants’ perception of
the value they receive for the rent they pay.

 

It can be viewed alongside many of the other
measures as confirmation of how well an
organisation is doing for both service quality
and cost.

 

NCH performs well again here with our
performance well above the average and
again in the top quartile which is 89.3%.

Top Quartile  

This question measures tenant satisfaction
with the repairs and maintenance service.

 

This may be interpreted by tenants as all
aspects of repairs and maintenance including
our approach not only to responsive repairs
but also planned works. Satisfaction with
repairs (when gathered via a perception
survey) is typically lower than overall
satisfaction  across the sector but correlates
quite strongly. This suggests poor
performance on repairs is likely to have a big
overall impact on perception. It is vital
landlords build a good understanding of the
quality of service they are providing based on
robust data.

 

We are 7 percentage points above the
average and again placed in the top quartile
for all housing organisations.

Year

Tenant satisfaction with value for money of rent (STAR)

92%92%92%
90.6%90.6%90.6% 90.7%90.7%90.7%

93%93%93%
94%94%94%

Top Quartile Median Quartile Bottom Quartile Result
Target

2018/19 2019/20 2020/21
75%

80%

85%

90%

95%

Year

Tenant satisfaction with the repairs and maintenance service
(STAR)

85%85%85%

81.1%81.1%81.1%

84.1%84.1%84.1%

88%88%88%
89%89%89%

90%90%90%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
75%

80%

85%

90%

95%

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468678#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12310
https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468675#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12311


Upper median  

This question seeks to understand how we
respond to issues raised by customers and
that customers feel that NCH listens to them.

 

As can be seen by the results (Median
across the sector is 67.6%) this measure
usually receives a lower satisfaction rating
across the sector. Again satisfaction across
the sector has declined in recent years.

 

NCH performs better than most other
organisations and is placed in the second
quartile. There is more for us to do here to
ensure we are one of the best organisations
nationally (Top quartile is 75.1%)

Rent Collection

Housemark collects information on rent collection performance and cost.

 

In 2020-21 our collection costs were good compared to our peers.

 

This measure looks at the direct costs (this is the cost of delivering the rents service and does not include other support service costs).

Upper median  

Whilst collection costs have increased over
the last 3 years our performance remains
good and we continue to perform well
against the majority of our peers, with us
continuing to remain in the second quartile.

 

However costs across the sector remain
static and NCH will need to be mindful of
this, although one cannot underestimate the
challenges of rent collection and the impact
of Universal Credit and Nottingham now has
a larger than average proportion of tenants
on Universal Credit.

Year

Tenant satisfaction that NCH takes their views into account
and acts on them (STAR)

79%79%79%

74.9%74.9%74.9%
73.3%73.3%73.3%

80%80%80%

82%82%82%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
65%

70%

75%

80%

85%

Year

Direct cost per property of rent arrears and collection

£71.39£71.39£71.39

£81.86£81.86£81.86
£85.80£85.80£85.80

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
£40.00

£60.00

£80.00

£100.00

£120.00

https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468674#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12314
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/
https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1651444#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12316


Upper median  

We improved our collection rate on 2020-21
compared to the previous year.

 

Our performance compares well with our
peers as we are now in the second quartile,
just short of the top quartile which is
100.55%. This is against a backdrop of
increased Universal Credit claimants being
amongst the highest nationally.

After an initial spike in arrears in Spring
2021, on average the sector position
remained broadly stable until July 2022.
Since then, average arrears have started to
increase again and the removal of the £20
uplift to Universal Credit, rising energy
prices, the end of furlough and increases in
national insurance scheduled for April will
further squeeze struggling families.

 

Whilst NCH has improved performance last
year the top 25% of organisations have seen
a decline in their performance.

Bottom quartile  

The chart shows a disproportionate number
of UC claimants over time in Nottingham
which has an impact on rent collection. More
than a quarter of NCH tenants are now
receiving UC and this is growing.

 

Nottingham has moved from just outside
quartile 1 in 2018-19 to well embedded in
quartile 4 at the end of 2020-21.

 

This level of Universal Credit claimants
creates challenges for the organisation and it
is a testament to the work of staff involved in
the rent collection process that collection
levels have remained high despite the
increase in UC claimants.

Repairs & Maintenance

Housemark benchmark a number of key measures related to repairs and maintenance which are shown below.

Year

Rent collected %

100%100%100% 100%100%100% 100%100%100%

100.42%100.42%100.42%
100.19%100.19%100.19%

100.39%100.39%100.39%

Target Top Quartile Median Quartile Bottom Quartil
Result

2018/19 2019/20 2020/21
98%

99%

100%

101%

Year

Universal credit claimants % units managed

1.58%1.58%1.58%

7.52%7.52%7.52%

18.11%18.11%18.11%

26.95%26.95%26.95%

Result Target Top Quartile Median Quartil
Bottom Quartile

2017/18 2018/19 2019/20 2020/21
0%

10%

20%

30%

https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/818909#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12321
https://nottinghamcity.pentanarpm.uk/documents/show/2490183/bottom-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1619524#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12330
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/


Top Quartile  

This chart shows customer satisfaction with
the repairs service.

 

This is different from the STAR satisfaction
survey.

 

This measure is a transactional survey and is
conducted immediately following a repair.

 

In NCH’s case, this is done via a text survey
through Survey Monkey. Performance for
2020-21 puts NCH in the top quartile
compared to other landlords.

 

Satisfaction levels have been reducing
across the sector in the last 3 years, whereas
NCH has bucked the trend and increased
satisfaction over this period.

 

It's worth noting that most landlords
restricted repairs services during lockdown
and as a result total repairs volumes carried
out last financial year were around 25%
lower than in normal times. These delays
have impacted on completion times and
resident satisfaction, which HouseMark
expect to improve again as services recover. 

Lower median  

We completed repairs on average in just
under 13 days.

 

Whilst this is an improvement on the
previous year of over one and a half days it
still puts us in quartile 3 and there is more for
us to do here. However, the sector has seen
waiting times increasing over the past 3
years.

Year

Tenant satisfaction with the repairs and maintenance service
(STARTransactional)

87.5%87.5%87.5%

85.7%85.7%85.7%

97.1%97.1%97.1% 99.1%99.1%99.1%

Result Target Top Quartile Median Quartil
Bottom Quartile

2017/18 2018/19 2019/20 2020/21
80%

85%

90%

95%

100%

Year

Average days taken to complete repairs

10.7910.7910.79

14.3414.3414.34
12.7512.7512.75

101010 101010

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
0

10

20

30

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1651510#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12334
https://nottinghamcity.pentanarpm.uk/documents/show/2490184/lower-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1651533#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12342


Upper median  

We perform well in comparison with others
on the number of repairs completed at the
first visit.

 

Just over 92% of jobs are completed at the
first attempt compared with 89.9% as an
average across the sector.

 

This has declined since the previous year
and we need to monitor this carefully to
maintain our strong position. However across
the last 3 years the trend is broadly similar to
that of the sector as a whole.

Bottom quartile  

This chart shows the proportion of
emergency repairs that are carried out as a
proportion of all responsive repairs.

 

NCH has a large number of emergency
repairs compared to our peers and the data
suggests this is getting worse.

 

The top quartile has less than 20% of repairs
that are emergency. Emergency repairs can
add cost to the delivery of the service and
impacts the delivery of routine repairs.

Top Quartile  

NCH completed all gas safety checks again
last year which places us in the top quartile.

 

 

Year

% of repairs completed at the first visit

93.85%93.85%93.85%

95.6%95.6%95.6%

92.06%92.06%92.06%

98%98%98%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
88%

90%

92%

94%

96%

98%

100%

Year

Emergency repairs as a % of all responsive repairs

29.15%29.15%29.15%

48.6%48.6%48.6%

57.72%57.72%57.72%

35%35%35% 35%35%35% 35%35%35%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
0%

20%

40%

60%

80%

Year

% of dwellings with a valid gas safety certificate

100.000%100.000%100.000% 100.000%100.000%100.000% 100.000%100.000%100.000%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
99.900%

99.925%

99.950%

99.975%

100.000%

100.025%

https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1651535#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12343
https://nottinghamcity.pentanarpm.uk/documents/show/2490183/bottom-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1651540#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12392
https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/800421#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12397


Top Quartile  

All properties at NCH were decent at the end
of March 2021.

 

Although Housemark does collect this
measure, the Decent Homes Standard itself
is currently under review and it is likely a new
standard will emerge in 2022. Most landlords
report 100% compliance with the current
Decent Homes Standard (with some notable
exceptions amongst urban local
authorities). The average for the sector was
that 0.5% of properties are non-decent.

 

If NCH were performing at that level then
approximately 130 properties would be
classified as non-decent

Lettings

Top Quartile  

The level of tenancy turnover  reduced last
year which may in part be explained by
Covid. Having a low level of turnover whilst is
not good for tenants seeking a new home,
does result in lower management cost due to
lower cost in maintaining void properties and
does improve the look of neighbourhoods as
fewer properties are empty improving kerb
appeal..

 

Our performance here is top quartile

Year

% of dwellings that are decent

100%100%100% 100%100%100% 100%100%100%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
94%

96%

98%

100%

102%

Year

% of tenancy turnover

4.78%4.78%4.78%
4.47%4.47%4.47% 4.42%4.42%4.42%

6%6%6% 6%6%6% 6%6%6%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
4%

5%

6%

7%

8%

9%

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/800421#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12398
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/
https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1652307#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12409


Top Quartile Re-let times compare favourably with other housing

organisations across the sector.

Top Quartile Our performance is very positive here and
we are in the top quartile. This is based on a
survey of tenants who have recently moved
into a new home.

Resident Engagement & Customer Service

Upper median  

Our costs have risen slightly over the last 3
years compared to a slight reduction in costs
across the sector but we are still well placed
in the second quartile

Year

Average re-let time

26.5426.5426.54 25.5225.5225.52 27.1227.1227.12

666 666 666

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
0

20

40

60

80

Year

Satisfaction with the overall lettings process

98.71%98.71%98.71% 98.69%98.69%98.69%

97.35%97.35%97.35%97.00%97.00%97.00% 97.00%97.00%97.00%

Result Target Top Quartile Median Quartil
Bottom Quartile

2018/19 2019/20 2020/21
88.00%

90.00%

92.00%

94.00%

96.00%

98.00%

100.00%

Year

Total CPP of resident involvement

£40.81£40.81£40.81 £39.92£39.92£39.92
£41.61£41.61£41.61

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
£20.00

£30.00

£40.00

£50.00

£60.00

£70.00

£80.00

https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1652319#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12411
https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1303313#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12420
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/
https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1652337#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12421


Upper median  

In relation to satisfaction levels for the
measure above NCH has seen a decline
from 79% to 73% compared with a small
sector increase in satisfaction from 68.6% to
69.3%.

 

This is therefore an area with a small
increased cost relative to the sector, whilst
satisfaction is declining and may be worthy of
further scrutiny, although it should be noted
that for both these measures we still
compare well against the sector, being in
quartile 2.

Top Quartile  

The costs for housing management reduced
in the last 12 months in line with the sector
as a whole

 

Although our costs reduced at a faster rate
than quartile one organisations, therefore
strengthening our position in the top 25% of
organisations.

Lower median  

We are now answering calls to our contact
centre more quickly.

 

In 2019-20 we were answering calls on
average within 166 seconds and this has
now reduced to 106 seconds, which is the
best performance in the past 3 years.

 

This is against the backdrop of increased
waiting times across the sector over the
same period.

 

Despite these efforts, we are still in quartile 3
and we need to continue to improve our call
answering times to achieve best in class
service.

Year

Satisfaction that their views are being listened to and acted
upon

79%79%79%

74.9%74.9%74.9%
73.3%73.3%73.3%

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
55%

60%

65%

70%

75%

80%

85%

Year

Total CPP of housing management

£302.34£302.34£302.34

£356.41£356.41£356.41
£341.11£341.11£341.11

Median Quartile Bottom Quartile Result Top Quartile

2018/19 2019/20 2020/21
£200.00

£300.00

£400.00

£500.00

£600.00

£700.00

Year

Average seconds to answer inbound calls

108108108

166166166

106106106

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
0

50

100
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https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468674#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12422
https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1652338#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12423
https://nottinghamcity.pentanarpm.uk/documents/show/2490184/lower-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/867352#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12459


Lower median  

Whilst our performance has increased
significantly on 2018-19 we responded on
time to fewer complaints in 2020-21 than we
did in 2019-20 and our performance has
slipped to quartile 3.

Lower median  

The time to respond to complaints also rose
from 10.5 days to 12.6 days last year at a
time when across the sector the response
time remained static.

 

We have moved from quartile 2 to quartile 3.

Lower median  

We answered 84.5% of calls last year which
was up significantly from the previous year
and our performance has achieved quartile 3
for the first time over the last 3 years. The
top 25% of landlords are answering over
90% of calls within target.

Neighbourhoods

Year

% of complaints responded to within target time

73.87%73.87%73.87%

82.11%82.11%82.11%
80.42%80.42%80.42%

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
60%

70%

80%

90%

100%

Year

Average days to respond to complaints

14.84814.84814.848

10.55210.55210.552

12.63612.63612.636

Result Top Quartile Median Quartile Bottom Quartile

2018/19 2019/20 2020/21
6
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Year

% of calls answered

82.001%82.001%82.001%

75.323%75.323%75.323%

84.492%84.492%84.492%

Median Quartile Bottom Quartile Result Top Quartile

2018/19 2019/20 2020/21
70%

75%

80%

85%

90%

95%

100%

https://nottinghamcity.pentanarpm.uk/documents/show/2490184/lower-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/815387#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12425
https://nottinghamcity.pentanarpm.uk/documents/show/2490184/lower-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/815442#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12460
https://nottinghamcity.pentanarpm.uk/documents/show/2490184/lower-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/851586#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12462
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/


Top Quartile  

Our costs for anti-social behaviour reduced
in the last year compared to a sector
increase and we have now moved into the
top quartile when compared with the sector

Upper median  

Tenant satisfaction with neighbourhoods has
increased over the last 3 years compared to
a decline across the sector.

 

This trend now puts us within 0.5% of being
top quartile.

Cost V Performance Matrix

 

The charts below provide an overview of how our key services perform in comparison to the wider sector on both cost and performance.

 

The chart shows that the vast majority of services are performing well and provided at a low cost.

Year

Total CPP of anti-social behaviour

£41.29£41.29£41.29

£46.84£46.84£46.84

£41.89£41.89£41.89
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https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/pis/editdata/1652466
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12463
https://nottinghamcity.pentanarpm.uk/documents/show/2490186/upper-median
https://nottinghamcity.pentanarpm.uk/cpmweb/pis/show/1468683#tab_data
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12464
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/


When compared with all organisations  

Services are as follows:

1 Responsive Repairs

2 Voids & Lettings

3 Rent arrears and collection

4 Tenancy Management

5 Resident Engagement

6 Customer Services

7 Neighbourhood Management

 

 

The chart below shows the same information but compares it against other ALMO’s and metropolitan organisations.

 

Voids & Lettings and Customer Services now move from being poor performance/low cost into the good performance/low-cost quadrant.

 

Conversely, Rent Arrears & Collection and Resident Engagement move from good performance/low cost into good performance/high cost.

When compared against other ALMO’s and Metropolitan organisations  

Services are as follows:

1 Responsive Repairs

2 Voids & Lettings

3 Rent arrears and collection

4 Tenancy Management

5 Resident Engagement

6 Customer Services

7 Neighbourhood Management

 

Efficiency

https://nottinghamcity.pentanarpm.uk/documents/show/2500129/when-compared-with-all-organisations
https://reporting.housemark.co.uk/vfm-dashboard
https://nottinghamcity.pentanarpm.uk/documents/show/2500128/when-compared-against-other-almos-and-metropolitan-organisations
https://reporting.housemark.co.uk/vfm-dashboard
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/


Top Quartile

 

Our housing management and repairs and voids cost both falls into the top quartile when compared with other housing organisations.

 

The combined cost is £1102.74 per property. This compares against an average for the sector of £1400.23,

 

Resulting in an efficiency of £297.49 per property or across the stock an efficiency of £7.67million.

END

Year

Total CPP of housing management

£302.34£302.34£302.34

£356.41£356.41£356.41
£341.11£341.11£341.11

Median Quartile Bottom Quartile Result
Top Quartile
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Total CPP of responsive repairs & void works

£750.81£750.81£750.81
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https://nottinghamcity.pentanarpm.uk/documents/show/2490185/top-quartile
https://nottinghamcity.pentanarpm.uk/PERF/queries/show/216563
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12423
https://nottinghamcity.pentanarpm.uk/cpmweb/charts/show/12465
https://nottinghamcity.pentanarpm.uk/documents/show/2500240/

