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ACb5-1 Anti-social behaviour

Nottingham
- omes and places
‘ Clty Homes where people want to live

2017/18 2016/17 | 2015/16
Performance indicator and definition|  Target Long Latest Note
Value Status Value Value
Trend
% of ASB cases resolved by first
intervention — Central region
Note: This PI monitors the ability of 85% 85.09% @ g 95.92% 04.21% | Trend with this Pl is slowly improving upwards agian
the HPM to select the correct first
intervention.
% of ASB cases resolved — Central
region
Note: This Pl measures the 0 0 0 0 One case unresolved -long standing dispute between
proportion of ASB cases NCH has 99% 93.86% ® A4 97.96% | 97.89% | neignbours
successfully resolved. Data for this
Pl is not available by ward and is
reported by Housing Office.
Number of new ASB cases —
Central region B o _
92 | wd | & | 120 | 120 [Tmmineme e oo vasiere
Note: Data for this Pl is only
available by Housing Office.
Tenant satisfaction with the ASB ] e R S R AT v
service 85.00% | 87.25% @ a4 86.53% 73.45% |handled in Q4 2017/18 is 85%.

2017/18 year end 87% of customers surveyed are either




Note: . Overall tenant satisfaction
with the ASB service - The average
score (Percentage) for each survey
guestion. Data for this indicator is
not available by ward..

very or fairly satisfied with how their case of anti-social
behaviour was handled. This has exceeded the year-end
target and Corporate Plan target of 85%.

We are continuing to contact customers by telephone and
this has continued to give better quality information about
the service provided. 69 Surveys were completed during
Q4, this is an improvement on the number of surveys
completed when compared with Q3. During 2017/18 204
surveys were completed in total, this is a slight increase
when compared with 193 surveys completed in 2016/17.

Satisfaction with the outcome of the case and being kept
up-to-date is below target for Q4; however, it is pleasing
to see that on the whole for 2017/18 satisfaction with
being kept up to date has exceeded 85%.

We will continue to have a strong focus on managing
expectations in relation to case outcomes and focus on
providing timely good quality information and updates
throughout the case. Area Housing Managers will
continue to drive high-quality case management through
monthly case supervision.

It is pleasing to see that during 2017/18 90% of
customers surveyed are either very or fairly willing to
report anti-social behaviour to Nottingham City Homes in
the future; this indicates that there is a level of confidence
in reporting ASB to Nottingham City Homes. Customer’s
surveyed rating the quality of advice and information
provided as either very or fairly satisfied is 88%.

Throughout 2017/18 the noise smartphone app continued
to receive a positive reception from customers. It is
improving the quality of noise nuisance reporting and
enables Housing Patch Mangers to quickly assess
complaints of noise nuisance and intervene swiftly.

Mediation continues to be used to address a range of
ASB issues. Referrals have covered cases including
household noise, loud music, pet nuisance, parking
issues and boundary disputes.

Highlights of positive feedback received in Q4:

“Great, [HPM] responded very quickly and kept up to date
with what was happening”

“Absolutely brilliant from start to finish. Very impressed
with NCH keeping me in the loop and very happy with




HPM”.

“HPM dealt with it really quickly. Actually | was surprised,
| thought it would go on for ages. | was really pleased”.
“HPM was brilliant, no asb since HPM resolved it. HPM
was constantly following up to make sure | was ok, and
was bang on”.




AC5-2 Repairs

2017/18 2016/17 2015/16
Performance indicator and definition| Target Long Latest Note
Value Status Value Value
Trend
% of repairs completed in target — f < bl f i b with
: Performance is below target for completing jobs within 15
AC - Sherwood & Bemdge days, we are implementing actions to reduce the length
of time taken to complete_ v_vork. Improvement in
Note: This Pl monitors the 96% 94.95% | @ 3 95.74% | 95.290 |Performance shold bevisible by Qir 2
proportion of repairs being WI? are keeping 98‘? ofba!l oufr aﬁpoi_ntments made ancrj]_
s will continue to work to bring further improvements to this
Eompletled within agreed performance
Imescales.
% of repairs completed in target —
Berrldge Ward Performance is slightly above target in quarter3 at
96.98%.Performance has seen consistent improvement
. . . over each quarter with quarterl being 89.22%. We are
Note: This PI monitors the 96% 93.73% | @ | 4 94.56% | 94.64% | uenie oo of allour coomimente matie and il
roportion of repairs bein continue to work to bring further improvements to the day
prop . .p 9 waiting performance
completed within agreed gp '
timescales.
% of repairs completed in target — oo < bl f i b wihin 15
erformance is below target for completing jobs within
Sherwood Ward days, we are implementing actions to reduce the length
of time taken to complete_ v_vork. Improvement in
Note: This Pl monitors the 96% 95.17% | @ N 95.96% | 95.420p |Performance shouldbevisible by Qir 2

proportion of repairs being
completed within agreed
timescales.

We are keeping 98% of all our appointments made and
will continue to work to bring further improvements to this
performance




AC5-3 Rent Collection

2017/18 2016/17 2015/16
Performance indicator and definition| Target Long Latest Note
Value Status Trend Value Value
% of rent collected
Note: This Pl measures the amount
of rent collected (including tenant Ihe gt of 100% colcton ot hasbeen acheved
arrears) as a percentage of rent due on the position last year when 100.29% was the final out
i turn. The overall arrears figure has reduced by £69,000
fOI’ .the cu.rrent year.' Data for this 100% 100.56% @ @ 100.29% 100.259% |over the course of the financial year, despite the
indicator is not available by ward challenges of the continued welfare reform measures.
and s reported city wide. Ins e team wil contiue o suppet enanis fected
ensure collection I’evels remain within target.
Trend shows as improving if value
is over 100% as arrears are
decreasing.
% of tenancies ending due to
eviction
We are below target and have carried out less evictions
. . . that at this point last year. We have evicted 76 tenants for
Note: This Pl monitors the 0.43% 0.37% @ ﬁ 0.36% 0.4304 |rentarrears so far this financial year. At the same point

percentage of tenants being evicted
due to rent arrears and is reported
citywide.

last year we had evicted 83. We continue to focus on
tenancy sustainment and supporting our tenants who find
themselves in financial difficulty.




AC5-4a Empty properties - Average relet time

2017/18 2016/17 2015/16
Performance indicator and definition| Target Long Latest Note
Value Status Value Value
Trend
Average void re-let time (calendar
days) — AC - Sherwood & Berridge
Note: This PI measures how long it
takes NCH to re-let empty 25 37.74 ® ¥ 35.61 39.32 |Seebelow
properties from the end of the old
tenancy to the start of the new
tenancy
Average void re-let time (calendar
days) — Berridge Ward
The target was not met during this period
Note: This PI measures how long it The Letti d Voids t -located in th
takes NCH to re-let empty g 25 11.17 @ g 9.65 9.88 sar?we?)fflirégesfgrnthe ?ilrsftiﬁga?]zjetﬂ?swvﬁlcl) Ieog(?t?) ir::prol\e/ed
. joint working to minimise the time properties remain
properties from the end of the old empty
tenancy to the start of the new
tenancy.
Average void re-let time (calendar
days) — Sherwood Ward
The target was not met during this period
Note: This PI measures how long it o5 42 76 . ﬁ 43.02 4385 |The Lettings and Voids team are now co-located in the

takes NCH to re-let empty
properties from the end of the old
tenancy to the start of the new
tenancy

same office for the first time and this will lead to improved
joint working to minimise the time properties remain
empty




AC5-4b Empty properties - Lettable voids

2017/18 2016/17 2015/16
Performance indicator and definition| Target Long Latest Note
Value Status Value Value
Trend

Number of lettable voids— AC -
Sherwood & Berridge
Note: Lettable voids are empty 9 f' 3 5 10  |seebelow
properties available for re-letting.
They will receive repair work and
then be re-let to a new tenant.
Number of lettable voids — Berridge
Ward There are currently three empty properties in the Ward

. . The Lettings and Voids team are now co-located in the
Note: Lettable voids are empty 1 B g 1 0 same office for the first time and this will lead to improved
propertles avallable for re_lettlng { joint working to minimise the time properties remain

. . . empt

They will receive repair work and Py
then be re-let to a new tenant.
Number of lettable voids —
Sherwood Ward There are currently four empty properties in the Ward

. . —d The Lettings and Voids team are now co-located in the
Note: Lettable voids are empty 8 ‘nﬂ g 4 10 same office for the first time and this will lead to improved

properties available for re-letting.
They will receive repair work and
then be re-let to a new tenant.

joint working to minimise the time properties remain
empty




AC5-4c Empty properties - Decommissioning

Performance indicator and definition

Target

2017/18

2016/17

2015/16

Value

Status

Long
Trend

Value

Value

Latest Note

Number of empty properties
awaiting decommission — AC -
Sherwood & Berridge

Note: This Pl shows the number of
empty properties which will not be
re-let and includes those being
decommissioned and / or
demolished.

None at present

Number of empty properties
awaiting decommission — Berridge
ward

Note: This PI shows the number of
empty properties which will not be
re-let and includes those being
decommissioned and / or
demolished.

None at present

Number of empty properties
awaiting decommission — Sherwood
Ward

Note: This PI shows the number of
empty properties which will not be
re-let and includes those being

None at present




decommissioned and / or
demolished.




AC5-5 Tenancy sustainment

2017/18 2016/17 2015/16
Performance indicator and definition| Target Long Latest Note
Value Status Value Value
Trend
Percentage of new tenancies
sustained - AC - Sherwood &
Berridge Hou'?ing P_agch I\_/Idanagersf_ar:jd Housr:ng Office_rs are
working with residents to find out wi tenancies are
Note: This Pl th b 96.5% 100% @ @ 94.2% 92% endinggto see what NCH can do to hélp them maintain
ote. IS measures the number their tenancies.
of new tenants who are still in their
tenancy 12 months later.
Percentage of new tenancies
sustained - Berridge Ward (2003)
0 0 @ 0 0 Performance commentary should include highlights and
. hi , for ch in perf d

Note: This Pl measures the number 96.5% 100% * 90.91% 100% ﬁ&&iﬁ%"éﬁ?ﬁiéﬁ?iﬁ?i wil be adcressed.
of new tenants who are still in their
tenancy 12 months later.
Percentage of new tenancies
sustained - Sherwood Ward Hous_ing P_atch Managers gnd Housing Office_rs are

96.5% 100% @ ﬁ 94.83% 91.18% working with residents to find out why tenancies are

Note: This Pl measures the number
of new tenants who are still in their
tenancy 12 months later.

ending to see what NCH can do to help them maintain
their tenancies.




