Creating homes and places
where people want to live
Annual Report for Tenants
and Leaseholders 2020/2021

“...as a company, we will do our very best to provide safe and
affordable homes for our existing tenants and those aspiring
to a new home.”
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Introduction
This report looks at our performance over the last year and how we’re investing the rent you
pay, maintaining and improving the 27,500 homes we manage across Nottingham.
It also looks at the impact of the coronavirus pandemic and how we’ve kept tenants and staff
safe throughout.
“The last year has been one like no other. The pressures and uncertainty brought about by the pandemic has been difficult for us all. In spite of
the pandemic, we’ve still managed to do so much to improve tenants’ homes, deliver key services, keep everyone safe, and support the most
vulnerable. This Annual Report gives you a flavour of just some of what we’ve achieved.
“We’ve introduced the NCH Tenants’ Charter, our commitments to you – to keep you safe in your home, to provide good quality, affordable homes,
to help you keep a roof over your head, and supporting the community spirit so evident across our city. We want to make sure that you have
a voice, and we want to listen and make sure your views are acted upon so that we’re providing the best possible services.
“We value partnership working with all our tenants and leaseholders, through our involvement opportunities, through Board representation, and
through the contact we have with you every day. We value your support to help us create homes and places where people want to live – thank you
for getting involved and working with us across so many areas of the work we do.
“I want to pay special tribute to our staff throughout the company who have worked tirelessly in challenging circumstances this year to keep
services going. As I look forward to the next year, hopefully emerging at last from the pandemic, I recognise there are significant new challenges
to face. However, I do so with optimism and a determination that, as a company, we will do our very best to keep a continued focus on providing
the very best, safe and affordable homes for our existing tenants and those aspiring to a new home.”

Malcolm Sharp MBE,
Chair, Nottingham City Homes
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“We value your support
to help us create homes
and places where people
want to live...”
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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
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Safe in your home

The safety of our residents is our number one priority. In the last year we’ve not only been continuing to implement building safety improvements, we’ve
also been adapting the way we work in the face of the pandemic to keep both you and our colleagues safe.

Building safety

After the Grenfell tragedy, Nottingham City Council made a commitment to fit sprinkler systems and other fire safety improvements in all our 13 high-rise blocks.

“The work was done so quickly and it looks so clean and nice in my flat. I feel much safer
knowing that the sprinklers are there.” Janice, Radford

Our commitment to safety doesn’t end there. We’ve established a dedicated Building Safety Team which works with tenants and leaseholders to keep
everyone who lives in a high-rise safe. Building safety is important for all residents, not just those living in high-rises. Despite access issues related to the
pandemic, we’ve managed to maintain our 100% gas safety record, and we are working with tenants to make sure all homes have a current electrical
inspection. Please make sure you keep this vital safety appointment with us.

Nottingham on Call

Our Nottingham on Call (NoC) service offers a 24 hour, 365 days a year personal care alarm monitoring service to support older and more vulnerable
people to live safely in their homes. Throughout the pandemic, NoC has continued to be on call 24/7 for customers – giving them peace of mind that
they were safe and supported at all times. At the end of March, Nottingham on Call had 11,264 connections, supporting thousands of people across the
city and surrounding areas.
We launched Nottingham on Call GO! – a brand new personal care alarm that offers 24 hour support, whether you’re in the home or out and about.
You can contact Nottingham on Call on 0115 746 9010 to find out more about what they do and how they can help you or a loved one. You can also
email them on ask@nottinghamoncall.org.uk, visit www.nottinghamoncall.com, or search for them on Facebook.

Aids and adaptations

In the last year, we completed 313 adaptations to help tenants live safely and independently in their homes. These adaptations included additional
handrails, level access showers, widening of paths and adapting living spaces for wheelchair users.
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Coronavirus

The pandemic brought huge challenges to us all. Our priority throughout was to keep our residents and staff safe. Throughout lockdown we delivered
emergency repairs, gas servicing and Nottingham on Call to make sure that residents were safe and that the most vulnerable were protected.
We gave all staff who were working in your homes and on estates, the right personal protective equipment to keep them and you safe, and we kept to all
Government guidelines on social distancing throughout. And we worked alongside Nottingham City Council to identify and support any tenants who may
have been vulnerable and made thousands of well-received calls to those who lived alone, or alone with young children, to see if they needed extra help.
Keeping people living in our independent living communities safe and well has been a priority throughout the pandemic. We contacted all our independent
living tenants about the special measures we put in place to keep them safe – including changes to cleaning routines, phoning to check on their health and
wellbeing and temporarily closing communal lounges. As restrictions have eased, we’ve re-opened communal areas in line with Government guidance.
We’re proud that during the pandemic we were able to keep the majority of our services running throughout. As we continue to face the challenges presented
by coronavirus, we will continue to work safely in homes and on our estates providing our services to you.

Abdoulie’s story
Over the last year, we’ve seen many examples of community spirit from our tenants. Abdoulie Jah is just one amazing example of this.
Abdoulie lives in Hyson Green and is a tireless volunteer for the people in his local community. He was only too aware of the impact that the
pandemic was having in Hyson Green, an area which has a large BAME population who were being disproportionately affected by the virus.
Determined to help, Abdoulie joined the Nottingham Covid-19 Support Network, to offer vulnerable residents access to essential food deliveries
and support. During the holy month of Ramadan, Abdoulie volunteered to deliver hot meals to families in need – and the meals weren’t only
provided to Muslims, but to families of any faith or none.
Abdoulie said: “There are families who are not only suffering financially every day, who are going without everyday essentials. Unfortunately, the
coronavirus has highlighted ongoing inequalities that we work each day to change. We all need to do our bit together and by doing that, we’ll come
out of this together.”
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“We all need
to do our bit
together...”
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A good quality home and neighbourhood to live in

In spite of the global pandemic, we continued working hard to improve homes and carry out repairs across the city.

Repairs and maintenance

We were able to maintain emergency repairs throughout the pandemic. Inevitably there was some impact on our ability
to deliver other repairs during lockdown, especially when staff had to self-isolate at short notice to keep tenants safe.
Thanks to all our tenants who have been patient and understanding wherever we have had to rearrange appointments.
Despite the challenges we faced we were able to complete 137,629 repairs in your homes last year – that’s
377 every day! And tenant satisfaction with our repairs and maintenance service actually increased to
84% – up almost 3% from the previous year.

Improving homes

Despite lockdown, we still invested more than £21m in improving council homes, fitting new kitchens and
bathrooms to 611 homes, new windows and doors to 1,915 homes, 2,265 new boilers / heating systems
and 77 new roofs – all against the backdrop of the pandemic. We’re also making improvements across
our high-rises, improving lobbies, landings and staircases through our High-rise Living initiative.

Grander Designs in independent living communities

Our Grander Designs work to create warm, bright and welcoming spaces for our older residents to enjoy
has continued over the past year. Fourteen of our independent living communities were transformed with
work in another two well underway.

“I feel like I’m living in a five star hotel, it’s amazing.” Foxton Gardens resident

If you are over 60 (or over 55 and on certain benefits), or know someone who is, have you considered independent
living? You could be living in a friendly ready-made community, and a home that best meets your needs. To find out
more, email independentliving@nottinghamcityhomes.org.uk or call 0115 915 1616.
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Tackling crime and anti-social behaviour

Everyone has the right to enjoy peace, quiet and security in their home and neighbourhood. Sadly, we know that
the pandemic has seen a spike in some types of anti-social behaviour. We’ve worked closely with the police, the
Council and Community Protection to tackle these issues and support victims.
Against this background, almost 84% of residents were satisfied with our ASB service last year.

“I felt supported, I was kept informed… my Patch Manager was absolutely fantastic, a good
listener who offered good advice.” Mr M, Clifton

Decent Neighbourhoods

Our Decent Neighbourhoods programme is all about working with residents and Councillors to develop local
improvement projects, making our neighbourhoods better places for everyone to enjoy.
Examples of the many Decent Neighbourhoods Projects from across the city include:
• Working with residents on Bulwell’s Crabtree Estate to develop improvements that includes putting
a multi-use games area on a disused garage site, improving the local flats and landscaping, and improving
recycling opportunities.
• Increasing parking capacity at Winwood Heights in Sherwood. And at tenants’ request, we installed additional
bollards and signage.
• Planting 100 trees across our estates and installing 10 bee hotels across the city to help increase the
population of bees in local neighbourhoods as part of Nottingham City Council’s Bee Friendly initiative.
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Going green

We continue to innovate to make our homes more environmentally friendly, this leads to lower fuel bills and reducing
our carbon footprint in support of Nottingham City Council’s ambitions of being carbon neutral by 2028.
In the last year we:
• worked with the Council to secure £12.3m of funding to help make Nottingham homes more energy efficient
• started works to deliver energy efficiency improvements in homes in Bakersfield and Mapperley, fitting
innovative panel external wall insulation, solar panels and underfloor insulation
• rolled out the pioneering Energiesprong whole-house retrofit approach – Energiesprong formed part of
the winning submission which saw Nottingham City Council named the UK’s Climate Champions at The
Guardian’s Public Services Awards 2020
• added 10 new electric vehicles to our fleet, replacing older, more polluting vans.

Barbara’s independent living story
Barbara was living in a private rented flat in the city. There was a lot of anti-social behaviour in the flats and the area where she lived and that,
coupled with poor health and a landlord that was regularly increasing the rent, helped make up her mind that she wanted to live elsewhere.
Barbara said: “I wanted somewhere to live that was safe, accessible and affordable.” After speaking with us, Barbara joined the Housing Register
and started looking at independent living communities across the city.
“The moment I came through the entrance, I had a good feeling about Willowbrook. It was clear that the residents took pride in their homes and
gardens and the location, the security and the peace of mind that independent living brings was just perfect.”
“There really is a special feeling about living here. Everybody is so friendly and supportive. Although I live on my own, I’ve never felt lonely
living here. The contrast from the private rented flat to where I live now is night and day. I feel safe and I feel happy and I wouldn’t want to live
anywhere else.”
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“I feel safe
and I feel
happy and
I wouldn’t
want to live
anywhere
else.”
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A home you can afford

We know that the pandemic has had a negative impact on the finances of many of our residents.
We remain committed to supporting people to pay their rent and keep a roof over their head.

Rents

At the start of the pandemic we made a pledge that nobody would lose their homes because of
coronavirus. We committed to doing all we could to support residents affected by the financial impact
of lockdown.
We brought forward our two rent-free weeks at the start of the first lockdown to help with the immediate
financial impact of the pandemic, and we’ve continued to provide support to residents who were struggling
– in the last financial year we helped 2,511 tenants access just over £3m of benefits they’re entitled to.
We’ve seen a big increase in the number of people claiming Universal Credit, with 2,351 new claims from tenants last year. Every tenant that’s made
a new Universal Credit claim has been offered support by NCH. And we’ve provided more than 1,000 new tenants with financial support before moving
into their new homes – identifying an average of £81.38 a week in extra benefits they could claim.

91% of tenants say their rent is value for money.
Last year, the rent you pay funded…
£ 41.3million of repairs, maintenance and home improvements
£ 1.3million of energy efficiency works to reduce bills and make homes warmer
£ 1.4million of adaptations to make homes easier and safer for people to live in
£ 7.2million of investment in building new homes
£ 1.7million of investment in improving estates and neighbourhoods
£ 11.4 million of support costs and other investments
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Responsible Tenant Reward

The more responsible tenants we have, the more we can invest in improving homes and neighbourhoods.
Nearly 22,000 tenants had their £100 Responsible Tenant Reward, credited to their rent account at Christmas.
We’re still the only landlord in the country that offers a Responsible Tenant Reward.

Building a Better Nottingham

We have continued to build much-needed new council homes for Nottingham families over the last year.
We have:
• built 17 family homes in Basford, and completed and let 40 new homes in The Meadows and Top Valley
• started building 106 more new homes in Top Valley – a mix of one-bed apartments, two and
three-bed houses
• started building 36 new council apartments in Clifton
• started converting former offices in Radford into eight new apartments.
• prepared to start building 131 more new homes in Bestwood – our biggest development yet,
a mix of two and three-bedroom houses, bungalows and apartments.

“I can’t believe I live here! I never thought I’d get offered one of these homes – I’m over the
moon. It’s beautiful and really is perfect for me. I couldn’t ask for better, and my little girl is
so happy!” Lucy, Top Valley

Managing the waiting list

Despite building new homes, demand for good quality, affordable, social housing continues to outstrip
supply. Last year, there were 7,766 applicants on Nottingham’s Housing Register and over the course of
the year we let homes to 1,058 of them.
Last summer we launched the new Nottingham HomeLink website, www.nottinghamhomelink.org.uk,
making it easier for tenants to consider their housing options online.
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Tackling homelessness

We do all we can to help some of the most vulnerable people in our city. Our Housing First initiative
allowed us to house and support 61 former rough sleepers last year. We also provide emergency
accommodation for homeless families.
The impact of coronavirus has made this year even more difficult for many – but for the second year
running we helped make sure that no family in Nottingham spent Christmas in a bed and breakfast as
a result of being homeless. Over Christmas, we had 470 children living in temporary accommodation –
and staff and partners kindly donated presents to make their Christmas a little brighter.

Housing to Health

Our Housing to Health initiative speeds up a patient’s hospital discharge or intervenes before people are
hospitalised because of unsuitable accommodation. During the last year, we saved the NHS £7.1m – with
a reduction of 23,000 bed days. Since it launched in 2015, Housing to Health has been able to support
454 people to move into more suitable homes.

Bob and Pat’s story
NCH recently supported Bob and Pat*, a couple who had made a new claim for Universal Credit. They both receive Personal Independence
Payments to help them manage the cost of their disabilities, and are living in a two-bed home.
We were able to advise them that they could be exempt from the bedroom tax charge because they can’t share a bedroom due to their
health conditions.
We also helped them both to claim the carer’s element of Universal Credit – which saw their income increase by a whopping £4,631 a year, not
only helping them keep on top of their rent, but giving them a better quality of life too.

*names have been changed
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Having your voice heard and being treated with respect

Giving you the opportunity to get involved, and tell us what you think to help us improve our services, is
one of our top priorities. 95% of you are satisfied with all the ways you can have your say.
In the last year, we’ve continued to provide a wide range of ways you can get involved – from being
a Street and Block Champion to being an ACE Inspector, a member of our Customer Excellence Panel,
or becoming a Board member. We’ve adapted in the ways we engage with residents during the pandemic,
increasing telephone and digital contact with involved tenants, including a regular monthly e-newsletter
that goes out to more than 2,000 people.

“Volunteering for me is making a difference to the lives of others – bringing communities
together, working alongside other volunteers, learning new skills, helping others, enjoying
what I do and passing it on.” Angie, Street and Block Champion

ALMO Board

Our ALMO Board is largely made up of tenants, so your voice is heard right at the heart of our decision-making
processes. Sarita-Marie Rehman-Wall (pictured middle-right), tenant and Chair of the ALMO Board, says, “NCH
believes in working in partnership with its residents to improve services, and the ALMO Board lends scrutiny and
involvement from tenants and leaseholders from the top of the organisation.”

Tenant Awards

We didn’t let the pandemic stop us celebrating the stars of our estates and neighbourhoods, and held
doorstep awards to recognise all 37 of our shortlisted residents and community groups, and celebrate
the winners.

“Being recognised for what I do to try and improve the lives of other tenants is a real honour.
To know that people think highly enough of what I do to put me forward for an award is
truly humbling.” Al, Lifetime Achievement Award winner
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Best Garden Competition

The annual best Garden Competition has been running since the 1930s and is a much-loved Nottingham
institution. We were delighted to be able to congratulate the winners of the 2020 Best Garden Competition
at a special online event earlier this year.

Tenant Academy

Our Tenant Academy also had to change over the last year to adapt to the pandemic, but our commitment
to help residents access free training to get qualifications to help them grow their skills and potential was
undiminished. In the last year, 470 residents attended a free Tenant Academy course, and we delivered
875 hours of training.

Employability

Providing employment and training opportunities to help residents get into work is important to us. This
year more than ever, it’s been vital to be able to support residents who have lost their jobs, or whose
incomes have been impacted as a result of the pandemic.
In the last year, we’ve engaged and / or supported 900 residents through our employability services, with
more than 300 of them going into employment and / or accredited training.
We were once again named as one of the Top 100 apprenticeship employers in the country – the only
Nottingham-based company to make the list. And we celebrated the fifth birthday of our successful
Women in Construction programme – marking five years of helping women in the city consider careers
in the industry.
Since Women in Construction was launched, more than 500 women have taken part, and some of them
have gone on to work for us.
You can find out more about employability initiatives at www.nottinghamcityhomes.org.uk or by
emailing EmpReferrals@nottinghamcityhomes.org.uk.
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Claire’s story
Claire, from Sneinton, came along to a Women in Construction (WIC) Taster Day. She enjoyed it so much that it gave her the determination and
enthusiasm to apply to work for NCH.
As a result, Claire joined NCH as an Apprentice Plumber. She has continued to be involved in Women in Construction, encouraging others to come
along and enjoy the taster days.
Claire said: “It was only by a chance meeting with a NCH employee that I found out about WIC – before that I’d never considered a career in
construction because I never even knew it was an option.
“Since starting my apprenticeship, I’ve been amazed by my own capabilities. Now, I’m passionate about getting more women into construction
work.I want all women to know that it’s not only an option, it’s actually a fantastic career choice.”
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“I’m passionate
about getting
more women
into construction
work...”
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How we’re performing

This Annual Report is part of our commitment to let you know how we are performing. Independent benchmarking of our services by HouseMark
showed that NCH is above average for all measures of tenant satisfaction, and below the average cost for managing and maintaining your homes,
saving tenants £7.2m per annum over average provider costs. We put our residents at the heart of everything we do. As a result, tenant satisfaction
with our services last year stood at almost 90% – an increase of 1% from the previous year.

Awards

In a year when many awards were cancelled or postponed due to the pandemic, we were delighted to be recognised in the following:
UK Housing Awards 2020 – Highly Commended in the Campaign of the Year category for our Homes fit for Heroes campaign, celebrating 100 years of council housing.
Efficiency East Midlands (EEM) Building Communities Awards 2020 – Winner of the Project of the Year award for our Winwood Heights development.
Green Flag Awards 2020 – Green Flag Awards for Hazelhurst Gardens independent living community in Bulwell and the Victoria Centre Roof Garden.
#NottsLiveCommunity Heroes Awards 2020 – Community Hero award for NCH involved tenant Maria Shakespeare.

Maria’s story
Maria lives on Bulwell’s Crabtree estate, and is a lynchpin for her local community. She won a #NottsLiveCommunity Heroes Award in recognition
for tirelessly volunteering her time to improve the lives of others. She’s Chair of the local tenants’ group and the local community centre.
The centre was on the verge of closing before Maria got involved. Now, 16 groups meet there every week in activities that reach out to many on the
estate – from young people in crisis and people who are lonely and have no-one to talk to, to parent and toddler groups and family activities. Maria
makes time for everybody and simply gets on with things without a fuss, taking everything in her stride.
When the community centre was temporarily closed at the start of lockdown, Maria helped deliver essentials to those in need on the estate and
even cooked meals herself to give out to families. And she didn’t stop there – she worked with partners to delivery socially distanced fitness
activities on the estate to help women and children be more active. Maria is truly a local hero, and her work was deservedly recognised when she
was awarded a British Empire Medal (BEM) for her voluntary service, this summer. We’re as proud of her as her friends on the Crabtree estate are.
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Dealing with complaints promptly and fairly

We want all our tenants and leaseholders to be satisfied with the services we provide. 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 always aim to provide our services right first time, and to listen, support and make sure we find solutions. Our goal is to resolve any queries at the
first point of contact wherever possible.
But we know that sometimes we don’t get things right. If you aren’t happy with something, we want to hear about it – so that we can put it right and
make sure it doesn’t happen again. By listening and working with you when things go wrong we may avoid the need for a formal complaint.
Where that’s not possible, we’ve updated our complaints policy, creating a straight-forward process should a formal complaint be needed.
Find out more at www.nottinghamcityhomes.org.uk.
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We’re here to help
Have you signed up for Housing Online yet? It lets you bid for properties and check your rent account.
It’s growing, and soon will be the one stop shop for all your housing services – and it means that you can
contact us at your own convenience. You can sign up on our website – all you need is your email address
and rent account number.
You can pay your rent 24 hours a day any day by calling 0800 052 0173. You’ll need your Rent Reference Number.
You can check a housing application or apply to join the housing register by calling 0115 746 9977.
You can report a repair 24 hours a day on 0115 915 2222.
To talk to us about your rent or managing your money, call 0115 915 4920 between 8.30am and 5pm,
Monday to Friday
If you want to make a comment, give us a compliment or raise a complaint, you can call us on 0115 915 7333
or text FEEDBACK to 80800 for free, with your message, and we’ll call you back.
To enquire about your tenancy, report a change in your circumstances or speak to your Housing Patch
Manager, call 0115 746 9555 between 8.30am and 5pm, Monday to Friday,
To tell us that your circumstances have changed, you can contact us by telephone, email or post.
If you’d like to find out more about how you get involved at NCH, support your local community, meet
new people and develop your skills, call 0115 746 9100.

www.nottinghamcityhomes.org.uk
Nottingham City Homes

@nottmcityhomes

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:
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
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