Nottingham City Homes

16 years of achievements for Nottingham

Turning performance around
Since 2005:
• The number of homes meeting decency standards
has risen from 66% to 100%.
• The amount of rent collected has risen from
93% to 100%.
• Overall satisfaction has risen from 61% to 89%.
• Satisfaction with neighbourhoods has risen from
65% to 88%.
• Satisfaction with repairs has risen from 54% to 83%.
• Satisfaction with condition of homes has risen from
57% to 88%.
• The number of ASB cases resolved straight away
has risen from 18% to 84%.
• The number of lettable voids has reduced from
851 to 279.
• The average re-let time has reduced from
74.5 days to 37.5 days.

How we’re creating homes
and places where people
want to live…
• We’ve delivered the Decent Homes Programme,
and continue to make sure homes to meet quality
and safety standards – which means we’re well
placed to address the potential Decent Homes 2
standards that the Government has indicated will
be introduced soon.
• Our Grander Designs programme continues to
improve and enhance independent living communities
for the city’s older citizens.
• Our adaptations service for residents with
disabilities or special needs allows people to make
the most of the homes they live in.
• We’ve created and now run the citywide estate
inspection programme, to support better standards
in neighbourhoods and open spaces on estates.
• Investment in our Decent Neighbourhoods
programme improves estate environments with
planting, environmental improvements, improved
biodiversity and soft and hard landscaping.

• We manage garage sites across the city, re-letting or decommissioning as appropriate to generate income
or to create sites for new homes.
• We’re building new council homes in line with manifesto promises, making use of brownfield sites and
bringing land back into use.
• We’re redeveloping homes and building new ones to enhance existing neighbourhoods and create
new ones.
• We’re meeting high space and energy efficiency standards in all our new builds, and future-proofing them
to promote longevity of tenancies.
• We’re tackling fuel poverty and innovating by leading the way on retrofit energy saving solutions to
contribute to the council’s carbon neutral ambitions.
• We’re gearing up for the change from fossil fuel heating to more sustainable and carbon neutral solutions.

How we put tenants at the
heart of everything we do
• We’ve put our tenants and leaseholders right at
the heart of decision making, with an ALMO board
that guarantees tenant involvement, as well as
tenant Board members on our Group Board.
• Our involvement menu supports tenant participation
at a wide range of levels.
• We’ve made significant improvements in tackling
both existing and former tenants’ rent arrears.
• We’ve undertaken proactive work to address the
impact of welfare reform on tenants by mitigating
the effects of the bedroom tax, informing residents
about Universal Credit and helping them prepare
for its introduction, and working in partnership with
local advice agencies and Welfare Rights to offer
debt advice.
• We’ve maximised welfare benefit income by helping
tenants claim benefits to which they are entitled.
• We’ve introduced the Responsible Tenants Reward,
which offers incentives for positive action that
reduces costs elsewhere (the costs of missed
appointments, ASB and untidy gardens, for example).

• The Tenant Academy allows NCH residents to access skills and training, and supports them to
find routes into employment.
• Our Women in Construction programme tackles gender imbalance in the construction industry.
• We promote and celebrate resident Involvement and tackle the stigma that many council tenants
face by delivering the Tenant Awards and the Garden Awards.
• We fund community-led projects through our support for resident-led initiatives on our estates.

Examples of how we
work in partnership
• Our successful record in responding to ASB has
been developed through proactive work with partners
via the Crime and Drugs Partnership.
• We’re tackling homelessness through partnership
working with Housing Aid and third sector organisations
that work to tackle homelessness across the city and
the region.
• We’re tackling domestic violence and providing
safe accommodation for survivors in partnership
with third sector organisations such as Women’s Aid
and Equation.
• Our Hospital to Home initiative is delivered in
partnership with NCC and the NHS to facilitate
prompt hospital discharges to safe and
appropriate accommodation.
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•

The Council considers options for the management of its housing, and favours an ALMO
model which will allow access to Decent Homes funding, rather than stock transfer.
Tenants and leaseholders vote ‘yes’ for an ALMO.

•

The new ALMO, named Nottingham City Homes, is established with the following aims:
1.
To develop and deliver high-quality, high performing, customer focused
housing management services.
2.
To maintain and refurbish the Council’s housing stock to the Decent Homes standard.
3.
To work in partnership with the Council to deliver sustainable decent neighbourhoods
and contribute to the Council’s wider economic and social objectives.
4.
To provide value for money and manage resources effectively and efficiently.

•

An Audit Commission inspection judges NCH as providing a Fair (one-star) service, with
‘uncertain prospects for improvement’, and reveals deep-seated problems including low
customer satisfaction, shortcomings in the approach to diversity, poor management of
allocations and lettings, and weak budgetary control.

•

Various service improvement plans get underway in areas such as Lettings and Repairs.

•

There’s considerable instability because of changes in senior management until a new
senior management team is put in place and a culture change programme – ‘Let’s Make
the Difference’ – is launched.

•

New mission, vision and values are established, and create a clear focus and a set of
priorities that will drive a transformation of governance, culture, and service delivery.

•

Tenant and leaseholder participation is brought to the fore, with the aim of involving
tenants in decision making.

•

The asset management strategy for the Council’s housing stock is reviewed and tenants
help shape the priorities for investment programme into three streams – Secure, Warm
and Modern.

•

The Audit Commission awards two-stars and ‘excellent prospects’, releasing £243million
of Decent Homes funding to improve homes across the city.

•

For every £1million of work awarded, one apprentice is recruited.

•

Nottingham City Homes is awarded HouseMark accreditation for its ASB service, and also
achieves Investors in People status.

•

Customer satisfaction is up to 80%, from 60% in 2007.

•

Building of new homes begins, thanks to HCA and council funding, and eight families move
into the first new council homes built in Nottingham for 20 years, in Dartmoor Close, Clifton.

•

A new Nottingham City Homes Customer Service Centre opens, offering tenants 24/7
access over the phone, rather than through housing offices.

•

NCH staff support tenants to deliver the hugely successful Nott Decent campaign, to access
continued government funding for the Decent Homes Programme.

•

£86m of Decent Homes government funding is approved, allowing NCH to complete the
Decent Homes programme.

•

A 10-year partnership agreement with the City Council is signed, underlining the
confidence that the Council has in NCH.

•

600 homes in Aspley are fitted with new solar panels. Free panels are later made available
to a further 1,450 homes.

•

Building a Better Nottingham programme is launched, promising to building hundreds of
new council homes for Nottingham families.

•

NCH creates a team to support tenants who will be impacted by the newly announced
reforms to the benefit system – the team’s remit includes making sure tenants are getting
all the benefits they’re entitled to.

•

NCH achieves Investors in People Silver accreditation.

•

New structures to allow tenants to scrutinise services are put in place, and the Tenant
Academy is launched, supporting tenants with free training to improve their skills
and employability.

•

Work starts on external wall insulation to hard-to-heat homes across the city.

•

NCH reclassifies any bedrooms less than 50 square feet as box-rooms, helping tenants
unfairly impacted by the Bedroom Tax, and establishes a dedicated helpline for those who
think they may qualify.

•

Demolition of eight tower blocks in Radford and Lenton begins, changing the city’s skyline
forever, and work starts on building 52 new homes in Radford, 140 in Lenton and five in
Clifton, the latter built by an in-house team rather than a contractor.

•

NCH is named Sustainable Landlord of the Year at the UK Housing Awards for its work
to make homes more energy efficient, reduce carbon emissions and save tenants’ money
on fuel bills.

•

NCH achieves Investors in People Gold accreditation.

•

24 Housing names NCH one of the top 50 landlords in the country, out of 2,000
eligible organisations.

•

Almost 70% of tenants support the introduction of a Responsible Tenant Reward of
£100 credit on rent accounts for those who conduct their tenancy responsibly.
24,500 tenants qualify.

•

NCH leaves its Hounds Gate offices and moves to Loxley House, strengthening our
partnership with NCC.

•

Tenant satisfaction with services rises to a record 85%.

•

NCH is named a Top 100 apprenticeship employer, listed in the Stonewall Top 100, and
achieves Investors in People Gold for the second time.

•

NCH celebrates its 10th birthday, and the book Homes and Places – a History of
Nottingham’s Council Housing is published to mark the occasion.

•

Planning permission is granted for 54 new homes in the Meadows, and work begins to
build new homes in Sneinton using an in-house team rather than a contractor.

•

Council housing is named as one of Nottingham’s top five greatest achievements by
the Nottingham Post.

•

The first tenants move into Palmer Court, a new build state of the art independent living
community which forms part of the new Lenton Green development.

•

External improvement works to the Bentinck, Manvers and Kingston high-rises on the edge
of the city centre are completed, hugely improving the cityscape.

•

The CommUNITY Mediation service is launched to support neighbours in dispute.

•

NCH apprentices finish third nationally in the renowned Brathay Apprentice Team Challenge.

•

NCH sets up subsidiaries NCH Registered Provider Ltd and NCH Enterprises Ltd to help
deliver more affordable housing in the city, including market rented homes available as
a long-term quality rented offer to people unable to access social housing and helping to
address the objectives of NCC’s Housing Strategy.

•

NCH supports tenants to make their voice heard on the Housing and Planning Bill –
tenants and staff attend the Hands off our Homes rally in London and organise a rally in
Nottingham. NCH is mentioned in Westminster, and the government’s proposed Pay to Stay
policy is scrapped.

•

Women in Construction is launched, promoting construction jobs to women across the city.

•

500 homes in Lenton Abbey benefit from external wall insulation.

•

The Ogdon Court independent living community becomes the latest Grander Designs
project to be completed, with internal and external communal areas transformed for residents
to enjoy.

•

Universal Credit starts to be rolled out across Nottingham. NCH launches its Rent First
campaign to help tenants manage their rent payments and keep the roof over their heads.

•

Palmer Court is named Best New Social Housing Development in the country at the
LABC Building Excellence Awards.

•

NCH is first in the UK to adopt the revolutionary Energiesprong housing approach to
radically improve older houses using energy saving and energy generation measures.

•

Following the Grenfell fire, NCH delivers a reassurance campaign to high-rise residents
and with the Council, commits to installing fire safety enhancements in all high-rises.

•

NCH lobbies Government for financial support to pay for Grenfell fire safety work improvements.

•

With NCH support, tenants lobby Government on welfare reform proposals. Tenants meet
the Housing Minister to give him a letter outlining their views.

•

The Street and Block Champions initiative launched, giving tenants the opportunity to be
a voice for their neighbourhood.

•

NCH is voted Landlord of the Year at the prestigious UK Housing Awards, and also wins
awards for Outstanding Approach to Tenant Engagement and Innovation of the Year.

•

NCH publishes a new Corporate Plan, focusing on the things tenants say are most
important to them.

•

32 bungalows are completed in St Ann’s and Broxtowe, as well as nine family homes in
Radford and 33 family homes and six bungalows at the Morley School site off St Ann’s
Well Road.

•

The new build Strelley Court independent living community opens, and includes NCH’s
500th new build home.

•

NCH launches a construction academy with Nottingham College and Nottingham City Council.

•

The unique Victoria Centre roof garden is officially opened.

•

A packed programme of events and activities throughout the year marks the centenary
of council housing.

•

The Robin Hood Terrace project sees restoration and improvement works delivered to
16 Grade II listed Victorian council homes in the city, using traditional materials
and techniques.

•

More than 2,600 tenants attend a record-breaking Fun Day promoting the services of NCH,
NCC and partners.

•

Winwood Court, NCH’s new state of the art extra care centre, is opened in Sherwood,
making Winwood Heights the city’s biggest retirement village.

•

NCH continues to deliver emergency repairs throughout the coronavirus pandemic, and
puts systems in place to check in on its most vulnerable tenants.

•

Housing First, delivered by NCH in partnership with NCC, Framework and Opportunity
Nottingham, is established, and goes on to turn around the fortunes of 35 former rough
sleepers in its first year of operation.

•

A new 30-year partnership agreement is signed with Nottingham City Council.

•

The Hospital to Home initiative delivers record savings for all partners involved – NCC,
the NHS, and NCH – and is held up as a national exemplar by the Chartered Institute
of Housing.

•

NCH is named a Top 100 Apprenticeship employer, the only organisation in Nottingham
to make the list.

•

The NCH Corporate Plan 2021-24 is launched, and includes the new NCH Tenants’ Charter,
a set of commitments arising from the requirements of the Social Housing White Paper.

•

Tenants move into new homes on Tunstall Drive that have been built by the NCH
in-house team.

•

Innovative inspection techniques using drone technology are trialled in Nottingham by NCH,
and are showcased at a national conference.

•

Work starts on the Eastglade site, where 106 new homes will be built for Nottingham people.

•

The project to install new lifts in all 13 high-rises managed by NCH is completed.

We achieve our objec ves through organisa onal excellence and good
governance, supported by eﬀec ve 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.
Our vision remains to create homes and places where people want to live.
Our goals 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 organisa onal excellence.
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