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Feedback 

We would really like to get your feedback on this report. If you have any 
comments please contact us. 

Email:  involvement@nhhg.org.uk 

Phone:  020 3815 0010   

Write to:  Involvement team  
  Notting Hill Housing  
  Bruce Kenrick House  
  2 Killick Street  
  London  
  N1 9FL   

Useful contacts 

For more information or to get a copy of the regulatory framework and 
standards, please contact our regulator, the Homes and Communities Agency: 

Email:  mail@homesandcommunities.co.uk 

Phone:  0300 1234 500 (option 2) 

Write to: Homes and Communities Agency 
  7th floor  
  Maple House  
  149 Tottenham Court Rd 
  London  
  W1T 7BN 

Website:  homesandcommunities.co.uk/ourwork/regulatory-framework
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2 Notting Hill Housing

Introduction  

I am very pleased to introduce 
the latest version of our Annual 
Standards Report. The report 
covers our performance across all 
key housing management services 
including General Needs (rented 
housing), Pathways (supported 
housing) and Leasehold services.   

As I predicted last year, we have 
had another extremely busy and 
challenging year at Notting Hill 
Housing (NHH) in common with 
all organisations responsible 
for housing delivery, especially 
in London. The social housing 
sector is in unprecedented times 
with changes affecting funding, 
regulation, legislation and purpose. 

Some of these changes will directly 
impact on our residents. For 
example, reductions in the Local 
Housing Allowance, which is paid to 
single people under 35, will affect 
who we can let our properties to. 
This year, there will be a further 
reduction in the benefit cap, from 
£26,000 to £23,000, meaning that 
more people will struggle to pay 
their rent. We still need to consider 
our response to proposals set out 
in the Housing Bill to introduce the 
Right to Buy for housing association 
tenants and to set rents according 
to income (Pay to Stay). We 
understand that these changes will 

increase the levels of uncertainty 
and anxiety for residents. Adding to 
this mix is the recent referendum 
decision to leave the European 
Union, which has affected the 
economic outlook at least in the 
short term. 

NHH was set up to help solve some 
of the terrible housing conditions 
that many people lived in during the 
1950s and 1960s, and now in 2016 
we are facing another housing crisis. 
Reductions in grant for affordable 
rent and a decrease in rental 
income over the next four years will 
mean that NHH will have to be even 
more determined and resourceful to 
ensure we can continue to provide 
homes for those who could not 
otherwise afford them. This remains 
at the core of what we do.    

Last year you told us that your 
priority was for us to continue to 
improve the quality of our services, 
and our repairs service in particular. 
At the beginning of the year we 
recruited new repair contractors to 
work across both General Needs 
and Pathways properties, and our 
priority was to ensure that these 
arrangements worked well for 
you from the very start. The new 
contractors are managed by locally-
based teams that deal with both 
day-to-day repairs and planned 
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(cyclical) works. We identified some 
performance issues very early on 
and we were able to act swiftly 
to put this right. As a result, both 
residents and staff have said that the 
service has improved over the last 
year and we want to ensure that this 
continues in 2016/17. 

In addition, we have continued to 
help those residents affected by the 
government’s benefit changes and 
our teams have helped to secure 
an additional £390,000 income in 
extra Housing Benefit, discretionary 
housing payments and other 
payments. 

We continue to focus on listening 
to residents and learning lessons 
when things go wrong. We review 
complaints to ensure that we are 
identifying recurring issues and 
themes, we continue to seek 
feedback through our regular 
satisfaction surveys and focus 
groups, and we are always happy 
to hear from you directly. I would 
like to thank everyone who has 
given us valuable feedback. Our 
special thanks go to those of you 
who regularly give up your time to 
get more involved. This has helped 
ensure that we focus our efforts on 
the right things. You really do help 
make a difference. 

We hope that you enjoy reading 
this Annual Standards Report and 
my thanks, as ever, to the dedicated 
group of residents who help us 
produce it.

Mark Vaughan  
Group Director of Housing
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Service standards  

This report tells you how we are 
doing against the standards set 
by our regulator, the Homes and 
Communities Agency (HCA). The 
standards cover tenant involvement 
and empowerment, home, tenancy, 
neighbourhood and community, 
rent, value for money and 
governance and financial viability. 

To ensure that we are meeting 
these regulatory standards we 
have developed our own service 
standards which are based on 
customer satisfaction. We collect 
this information via customer 
surveys completed by residents 
throughout the year and we 
report on our performance every 
three months. This information is 
presented to our Local Scrutiny 
Panels, Altogether Better 
Committee and to the Notting Hill 
Housing Group Board.     

We are pleased that customer 
satisfaction performance in the 
Pathways service has improved in 
all areas apart from repairs. The 
downturn in repairs satisfaction was 
largely due to a change in the way 
we now carry out all of our surveys 
so that the method of measuring 
satisfaction with repairs is consistent 
across all of the businesses.

In General Needs, the target for 
overall satisfaction was achieved 
even though this year’s target 
was set at a higher and more 
challenging level. While not 
yet meeting the target, repairs 
satisfaction also improved.  

However, we are disappointed that 
leasehold satisfaction is still not 
meeting our targets and this will 
be an ongoing challenge over the 
next year. We have changed the way 
we carry out our regular surveys 
so that we can better identify what 
is not working for leaseholders 
and so that we can develop a clear 
plan of action in consultation with 
leaseholders to try to improve this. 
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Service 
standard  General Needs Pathways Leasehold  

Target 2015/16 2014/15 Target 2015/16 2014/15 Target 2015/16 2014/15

We offer a 
good overall 
service 

80% 80% 77% 80% 88% 76% 60% 51% 60%

We offer a 
good repairs 
or property 
management 
service  

75% 66% 63% 85% 61% 97% 60% 49% 47%

We are 
easy to do 
business with 

75% 72% 75% 75% 75% 61% 60% 55% 55%

We resolve 
enquiries 
efficiently 

75% 72% 73% 75% 84% 78% 60% 55% 79%

We respond 
positively 
when you 
have a 
problem or 
complaint  

75% 61% 62% 75% 83% 70% 60% 36% 40%

We listen to 
your views 
and respond 
to them 

75% 66% 64% 85% 85% 72% 60% 42% 45%
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Complaints 

Any resident who wishes to make a 
complaint (or pass on compliments) 
should be able to do so quickly 
and easily. Residents can make 
complaints (or send compliments) 
in a number of ways. 

The first step to try and get any 
problem resolved should be 
by speaking to your housing or 
property management officer. If 
after doing so you feel that the 
issue has still not been satisfactorily 
resolved, a formal complaint can 
be raised. Our aim is to resolve 
complaints fully and as soon as 
possible, and in most cases we are 
able to do this. If a resident remains 

dissatisfied after receiving our initial 
response, they can ask for it to be 
reviewed. Reviews are considered 
by managers working in a different 
team and by our independent 
reviewers, who are mostly 
committee and Board members, 
who are not employees of NHH.  

In 2015/16 the number of 
complaints received across all NHH 
services decreased slightly. Across 
NHH, 92% of complaints were 
resolved quickly, meaning that only 
8% of those who complained asked 
for their complaint outcome to be 
reviewed. This performance has 
been improving year on year.  

Service 
2015/16 

total 

2015/16 
complaints 

per 1,000 
properties 

2014/15 
complaints 

per 1,000 
properties 

Number 
of 

properties
General Needs 
(rented)

789 45 57 17,479

Leasehold 217 23 30 8,438

Pathways  
(Extra care services and 
supported housing)

66 30 19 2,187

NHH group average 41 48

Complaints received:
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Complaints resolved at first point of contact:

Complaints responded to in time: 

General Needs

General Needs

2015/16 2014/15

Leasehold

Leasehold

Pathways

Pathways

94% 92%

89% 86%

99% 100%

85%

85%

71%

89%

92%

36%

85%

85%

85%

2015/16 2014/15 Target

(rented)

(rented)

(Extra care services 
and supported 
housing)

(Extra care services 
and supported 
housing)
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All complaints received, whether 
made via individual members of 
staff or directly to the Complaints 
team, are allocated a key theme. We 
have made a lot of effort to improve 
the way that we record complaints 
so that we can analyse them better 
and identify recurring issues more 
quickly. In 2015/16 most complaints 
made by both General Needs 
tenants and by leaseholders were 
about repairs. In most cases this 
was due to repair work not having 
started. Complaints made by 
customers of our Pathways service, 
although far fewer in number, 
were more likely to be about staff. 
This is in the nature of providing 
a personal care service and any 
such complaints are thoroughly 
investigated and reviewed at a 
senior level. We have also recently 
expanded the number of reviewers 
so that these can be undertaken 
more quickly.

Housing Ombudsman 
Service  

During 2015/16 we received 
decisions on 18 cases that had 
been referred to the Housing 
Ombudsman Service.

There was one finding of 
maladministration and one of 
partial maladministration. Both of 
these cases were in the leasehold 
service. The maladministration 
case involved an ongoing damp 
issue. Responsibility for addressing 

the issue lay with another housing 
association but the Housing 
Ombudsman felt that NHH had 
not been sufficiently robust in 
following up on this. The partial 
maladministration case involved a 
joint complaint brought by a group 
of leaseholders about ongoing 
issues to do with the heating and 
hot water system in their block. 
The Housing Ombudsman felt that 
we should have commissioned 
an independent engineer’s report 
sooner than we did. 

We have looked closely at all 
decisions to see what we could 
have done differently and how 
we might improve our handling 
of similar situations in future. For 
example, we recognise that where 
a problem in another landlord’s 
property affects one of our 
residents, we need to be robust 
in agreeing a plan of action with 
them and monitoring progress. 
If necessary, legal action may be 
appropriate.   

Maladministration 1

Partial  
maladministration 1

Service failure    3

Partial service failure    1

Reasonable redress 2

No maladministration 9

Local resolution 1

Housing Ombudsman 
decisions 2015/16:



Ways to make a complaint 

Phone: 020 3815 0000 
Email: complaints@nhhg.org.uk

Download and submit a complaints form from our website: 
nottinghillhousing.org.uk/about-us/contact-us/make-a-complaint

Write to us:

Complaints 
Notting Hill Housing 
1 Sussex Place 
Hammersmith 
W6 9EA

Please make your complaint as specific and detailed as possible. The more 
information you can provide about what you are unhappy with, the easier 
and quicker it may be to solve the problem. We aim to work with you to 
resolve your issue within 10 working days.

9Annual Standards Report 2015 – 16
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Resident involvement 

Our residents are uniquely placed 
to give us feedback about what we 
do, what works and the changes 
that could make a difference. 
Our first challenge is to provide 
services that are both accountable 
and responsive to the needs of 
our residents. Our unique service 
model Altogether Better underpins 
this commitment. Having a single 
point of contact enables us to focus 
on residents’ individual needs, and 
feedback about our services is 
encouraged through the individual 
everyday conversations between 
our residents and staff.

Our second challenge is to create 
an environment where residents 
have the opportunity, motivation 
and confidence to question how 
we do things and to hold us to 
account. The housing sector as 
a whole increasingly recognises 
the links between involvement, 
improvement, customer satisfaction 
and value for money. 

All of our services work hard to put 
residents at the heart of everything 
we do. We provide opportunity 
for residents and service users to 
comment on and scrutinise our 
services and performance through 
a variety of meetings and resident 
panels, and through representation 
on our governance committees 

and Group Board. Residents are 
involved at every stage of service 
improvement, from being resident 
monitors who regularly carry out 
estate inspections, through to there 
being two resident representatives 
sitting on the NHH Group Board. 
The resident chairs of the Local 
Scrutiny Panels sit on the Altogether 
Better Committee and therefore 
directly link into our governance 
structure. 

However, we also recognise that 
most people cannot commit to 
regular attendance at meetings. 
We are therefore proactive about 
encouraging feedback and 
influence in a variety of other ways. 
For example, our new customer 
app gives further opportunity for 
residents to give us feedback and 
we are increasing the number 
of transactional surveys so that 
feedback is received soon after 
an activity (a property sale, repair 
or complaint) is undertaken. 
We have recently reviewed our 
Involvement Strategy and restated 
our commitment to ensuring that 
residents wanting to get more 
involved in helping us shape our 
services are able to do so. 
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Local Scrutiny Panels 

Our five longstanding Local Scrutiny 
Panels (LSPs) have continued to 
meet regularly throughout the 
year. These are West London 
(covering Ealing and Hounslow), 
Hammersmith and Fulham, South 
London (Lambeth and Southwark), 
Bolney Meadow (also in Lambeth) 
and Kensington & Chelsea and  
Westminster. A new North Panel, 
covering north and east London, 
has also recently been added. 

The meetings have covered the 
full range of housing management 
issues and panel members discuss 
and scrutinise local services and 
performance with staff. Feedback 
from the panels is reported and 
discussed at the regular meetings 
of the Altogether Better Committee. 
Overall, member numbers continue 
to grow and the panels have gone 
from strength to strength in making 

sure that NHH remains accountable 
to its residents.    

In 2016/17 the LSPs are officially five 
years old and we will be celebrating 
the contribution that they have 
made with a series of open days 
and an anniversary film (watch 
the film at www.youtube.com/
watch?v=ySNSrMLexEE). 

In 2015/16, there were a total of 
434 residents involved in improving 
services at NHH, including 277 
estate monitors, who regularly 
check and provide feedback 
about the quality of cleaning and 
gardening services on their estate. 
Some of our other regular activities 
are set out below. 

Extra Care Scrutiny Panels 

One of our recent developments 
has been to involve residents from 
our extra care schemes in the 

“For me it’s about playing an active 
part in my community and having a 
voice for others” 
Toyin Ogundana, LSP Chair, South 
London

“I get satisfaction and 
encouragement that my voice is 
being heard by NHH and hopefully 
it makes a difference for all tenants” 
Julie Quinn, LSP member, 
Hammersmith & Fulham 

“It’s very interesting to know how 
NHH works. I’ve learnt a lot and I’ve 
had an input in changing some of 
the things they do, or how they do 
them. NHH cares about what their 
tenants think and want. They listen 
and act.” 
John Sullivan, LSP member, 
Hammersmith & Fulham
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scrutiny process for the first time, 
and we now have regular meetings 
at both Mildmays (in Islington) and 
Turnberry Court (in Ealing). The 
team are also working with staff 
to introduce ways for residents at 
other schemes to get involved and 
help us improve their experience. 
So far, residents have been involved 
in food testing and designing a 
new menu and at one scheme are 
designing a welcome pack for new 
residents.   

Equality, diversity and 
inclusion forum

The equality, diversity and inclusion 
forum has been working hard on 
improving access to NHH services. 
Key achievements in the last year 
include promoting free services for 
vulnerable residents in our resident 
newspaper, using expert insight 
to improve the advice we give to 
residents about welfare benefits, 
raising awareness about adult and 
children safeguarding issues, and 
analysing complaints and disability 
data to help us improve outcomes 
for residents.

Resident and tenant 
associations

NHH currently has 19 formally 
recognised resident and tenant 
associations (RTAs), having added 
five new RTAs in 2015/2016. Over 
the past year the Involvement team 
has held four training sessions for 75 
residents to support them in setting 
up their own RTA. 

Our involvement structure shows 
where accountability for the various 
groups lies.  

If you are interested in finding out 
about any of these activities, please 
contact: 

Phone: 020 3815 0010 
Email: involvement@nhhg.org.uk 

Please also email the team if you 
would like to be added to our 
quarterly involvement bulletin 
mailing list when we’ll send you 
a regular update on upcoming 
meetings and events.
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Residents

• Individual conversations supported by our housing officers

Service Delivery Panels

• Majority residents

• Discuss service 
specific issues

• Make 
recommendations to 
the ATB Committee

Local Scrutiny Panels

• Majority residents 

• Scrutinise local performance

• Discuss key local housing 
management issues

• Make recommendations to the 
ATB Committee

Altogether Better Committee

• 50% residents

• Set performance standards

• Scrutinise performance

• Agree housing and leasehold policies 
(within approved budget)

NHHO and NHHT Boards

• Two residents

• Strategic overview

• Set budgets

A visual summary of resident involvement at NHH
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Value for money 

For us, value for money (VFM) is 
about being effective in how we 
plan, manage and operate our 
organisation, so that we can  
reinvest in new homes. 

Our approach to VFM is based 
on ensuring that we balance the 
resources we use to build homes, 
maintain them, and provide a good 
quality landlord service. 

Each year, we set out our VFM 
strategy and publish our VFM self- 
assessment alongside our Financial 
Statements: www.nhhg.org.uk/
financial statements.

We regularly review our 
performance against other landlords 
and report on our performance 
to our Local Scrutiny Panels and 
Altogether Better Committee. 
We seek feedback from our staff 
about how we can cut waste and 
save costs through our staff Cost 
Effectiveness Group and residents 
advise us on what their VFM 
priorities are through the Residents’ 
Value for Money Group.

However, achieving VFM is not all 
about reducing costs and making 
greater efficiencies. In addition 
to spending on day-to-day 

In 2015/16 we have: 

• Delivered 1,160 new 
homes and started 
building another 748.  

• We sold 11 small flats in 
central London (making 
a total of 57 sales over 
the last four years) which 
helped to fund the 
purchase of 365 homes 
in cheaper outer London 
boroughs, a gain of 308 
homes. 

• Reduced our operating 
costs per property from 
£4,975 in 2014/15 to 
£4,344 in 2015/16.

• Reduced the cost 
of maintaining each 
property by £579.

• Reduced the cost of 
servicing each property 
by £100. 

• Made plans to increase 
our investment in 
improving property 
insulation in order to 
reduce energy bills 
and increase energy 
efficiency over the 
longer term.

• We continue to have the 
lowest overhead costs of 
similar social landlords, 
although our overall 
costs are relatively high 
due to the older age 
profile of most of our 
housing stock. 

• Our new central 
procurement team is 
adding expertise and 
improved processes 
for purchasing goods 
and services. In the last 
12 months they have 
helped deliver £1.5m in 
savings and benefits.
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management and maintenance 
we also recognise our social 
responsibility to invest in our 
communities. We actively raise 
charitable donations which are used 
to provide funds for tenants most in 
need and for other projects such as 
our Construction Training Initiative. 

We have a programme of recruiting 
and training volunteers which helps 
support service delivery and helps  
the volunteers into paid work. 
By ensuring that money is spent 
effectively we maximise surpluses 
which are used to build more 
affordable homes in London.

Case study – volunteering at NHH 

“I’ve always wanted 
to get involved in 
something that 
would enable me 
to give back to the 
community where I 
live. I also wanted to 
learn and do something 
very different to my 
everyday job.  Joining 
the NHH volunteer 

programme was 
easy. In my day job 
at NHH I work in an 
office and don’t deal 
with customers face 
to face. I wanted the 
opportunity to do that. 
For the last year, I have 
befriended an elderly 
gentlemen in one of 
our extra care schemes. 

I see him once a week. 
The best bit about it is 
that we have formed 
a friendship and I look 
forward  to my  weekly 
visits. Hopefully he 
does too!“ 

NHH employee

Volunteering activities in 2015/16

Number of 
volunteers

Activity Volunteer 
hours

NHH 
beneficiaries

Monetary 
value

55 Befrienders 5,162 148 £33,500

18 Gardening 800 143 £6,800

24 Decorating 550 22 £13,500

41 Admin/work placement 7,878 382 £78,000

77
Activity support  

(in schemes)
14,717 1,800 £150,000

19 Specialist skills 1,896 245 £57,500

234 All volunteering 31,003 2,740 £339,300
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Where every £1 of our 
income comes from

How every £1 of our income 
is spent

Rent 81p

Service 
charges 10p

Revenue 
grants 3p

Other 
5p

Supported 
people 
income 1p

Maintenance 
and 
reinvestment 
19p

Housing 
management 
21p

Interest payable 
and Gift Aid 20p

Reserves  
to fund  
development 
22p

Depreciation 
18p

16 Notting Hill Housing Trust

Going forward, our operating 
costs are projected to fall and 
our business plans include cost 
reduction targets of 17% over the 
five years to 2021. This is in order 
to compensate for the annual loss 
of £20m in our rental income as 
a result of the cuts in social rent 
announced in the government’s 
2015/16 summer budget. 

There are also several projects 
underway which will improve 
efficiency and support the delivery 

of services, especially improving 
online access for residents and staff. 
We have a New Ways of Working 
project, making better use of 
mobile technology. For example, 
staff are now able to record issues 
and report repairs while they are 
out on site. Our newly enhanced 
telephone systems are helping us 
work together more efficiently, 
for example through the use of 
telephone and video conferencing. 
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Tenancy and estate 
management 

Between them our General Needs, 
Pathways and Leasehold teams 
manage nearly 30,000 properties. 
Our Altogether Better one-stop 
model means that we get to know 
our residents as individuals and can 
provide a tailored service that best 
meets their needs. We are proud 
of our approach which helps us 
ensure that the needs of the most 
vulnerable are not overlooked as 
this case study below shows.

In 2015/16 our three welfare benefit 
advisers helped our residents get 
additional income of £390,000 
in backdated Housing Benefit, 
discretionary housing payments  
and grants.

Case study – rent arrears 

A tenant who suffers 
from depression and 
severe anxiety was 
being affected by the 
benefit cap, which 
led to her falling into 
arrears at a level where 
her tenancy was at risk. 
I helped her to fill out a 
personal independence 
payment (PIP) claim 
form at her address and 
attended the medical 
assessment with her to 
support her through 
the process. 

As a result, she was 
told that she had been 
awarded PIP at the 
enhanced rate for 
daily living (£82.30 per 
week). This exempts 
her from the benefit 
cap meaning she 
now receives housing 
benefit that covers 
her full rent. She also 
received a backdated 
payment of housing 
benefit from the date 
PIP was awarded. 
The tenant now also 

receives an enhanced 
disability premium (an 
additional £15.75 per 
week). 

The arrears have now 
reached a level where 
her tenancy is no 
longer under threat, 
and she is able to 
keep to the payment 
arrangements made 
with her housing 
officer. 

Welfare benefit adviser 
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Tenancy and estate 
management performance  
(General Needs) 2015/16 2014/15 Target 

Have we 
met our 
target? 

Rent collected* 99.7% 100.5% 100.3%*

Current tenant arrears as a 
percentage of rent due 

5.6% 5.9% 5.7%

Cash value of debt £7.105m £7.144m n/a

Percentage who agree that NHH 
has friendly and approachable 
staff 

88% 87% 85%

Percentage satisfied with the 
overall quality of their home 

79% 77% 75%

Percentage satisfied with their 
neighbourhood as a place to live 

86% 83% 75%

Percentage of estates where the 
standard for external cleaning 
was met

91%  91% 90%

Percentage of estates where the 
standard for internal cleaning 
was met

94%  92% 90%

Percentage of estates where the 
standard for gardening was met

90% 95% 90%

Tenancy and estate 
management performance 
(Pathways) 2015/16 2014/15 Target 

Have we 
met our 
target? 

Percentage of Pathways residents 
with an up-to-date support plan 
in place  

89% 97% 100%

Percentage of Pathways residents 
satisfied with their support 
worker (new indicator)

96% n/a 90%

Tenancy and estate 
management performance 
(Leasehold) 2015/16 2014/15 Target 

Have we 
met our 
target? 

Rent/service charges collected* 101.4% 100.7% 101%*

Current tenant arrears as a 
percentage of rent due 

2.25% 2.85% 3%
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*This means that we want to collect all of the rent due (100%) plus 
something towards the outstanding arrears  

The reduction in the percentage of 
up-to-date support plans is largely 
a result of the introduction of a new 
IT system in Pathways. All plans are 
being uploaded individually and are 
being checked while this is being 
done. As it takes time to do this 
properly, our performance against 
this indicator has dipped. This year 
we have also introduced a new 
performance indicator to help gauge 
satisfaction with support workers.

Lettings 

Overall, opportunities for residents 
to move quickly as their needs 
change continue to be very limited. 
Just under 4,000 people have 
registered for transfer and it is clear 
that we are not going to be able 
to help the vast majority of them 
to move. We helped 161 of our 
current tenants to move in 2015/16. 
A further 83 residents successfully 
arranged a mutual exchange with 
another tenant enabling them to 
obtain a property better suited to 
their needs. Anyone wanting to find 
out more about mutual exchange 
should speak to their housing 
officer and also look out for regular 
articles in The Resident newspaper.  

In 2015/16 we let 1,199 properties 
in total. Of these, 535 were new 
property lets and 664 were re-lets. 
Most of these were allocated to 
people who had been assessed by 
the local authority as being homeless 
and in priority housing need. 

We have recently started a review of 
our approach to lettings in order to 
ensure that those really needing to 
move quickly can do so. We also want 
to ensure that others who wish to 
move are given as much information 
as possible so that they can explore 
other housing options and make 
informed choices.

Key

target met target nearly met target not met



20 Notting Hill Housing Trust

Repairs 

We want all of our residents to love 
where they live and for most people 
that means getting our repairs service 
right. This year, new repair contract 
arrangements were put in place 
across General Needs and Pathways. 
One of our key priorities was to 
ensure that the contractor staff were 
co-located with the housing teams so 
that any problems could be identified 
and addressed quickly. 

It soon emerged that there were 
performance issues with one of 
the contractors covering two areas 
(south London, and Hammersmith 
and Fulham). When performance 
did not improve the contracts were 
terminated and the work handed 
over to two of the other contractors. 
This change has worked well. 
Already we are seeing improved 
performance and we are hopeful 
that this will also soon feed through 
to improving customer satisfaction.  

Residents are closely involved in 
monitoring the performance of the 
repair contractors. Members of our 
Local Scrutiny Panels (LSPs) were 
invited to put themselves forward as 
resident repair representatives. They 
attend the contract monitoring 
meetings every quarter and, along 

with other LSP members, help us 
ensure that the data we collect 
reflects the reality of the customer 
experience.  

In 2015/16 General Needs residents 
who received a repair were contacted 
to give us feedback on how it went. 
These residents reported a small but 
significant increase in satisfaction with 
repairs, showing that we are on the 
right track.

To ensure that residents are safe in 
their homes we aim to make sure 
that every home receives an annual 
gas safety inspection. In 2015/16 we 
carried out 99.9% of the inspections 
that were due. Over the year we 
also applied for 162 injunctions to 
ensure that we could check those 
properties where the inspection 
was overdue and we had difficulty 
gaining access.   



General Needs

General Needs

Leasehold

Pathways

Pathways

Satisfaction with the repairs service 

Average time to re-let a void property

The number of fire risk 
assessments carried out

Fire risks assessments 
completed as a % of those due

2015/16

2015/16

Target

Target

Target

Have we met 
our target?

Have we met 
our target?

Have we met 
our target?

66% 75%

49% 60%

61%

29 
days

1,473

100%

24 
days

50 
days

100%

48 
days

85%
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Regional repairs

Our repair contractors are working in these areas.

Barnet

Harrow

Hillingdon

Waltham
Forest

Redbridge
Havering

Haringey

Brent

Ealing

Hounslow

Richmond

Kingston

Merton

Sutton
Croydon

Bromley

Bexley

Greenwich

Lewisham

Barking &
DagenhamNewham

Tower
HamletsCity

HackneyCamden

Wandsworth
Lambeth

Kensington

 

&

 

C
helsea

H
am

m
ersm

ith

&

 

Fulham

Islington
Southw

ark

Westminster
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*

*

* up until February 2016 this area was covered by Breyer
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Area Indicator Target 
2015/16   

performance 

Number 
of repairs 

completed 

Inner west 1 
K&C

(Mears)

Average working  
days to complete 
a non-emergency 
repair

8 days 14 days 

12,337

Appointments 
kept 

95% 91%

Inner west 2 
H&F

(previously 
Breyer now 
Mears) 

Average working 
days to complete 
a non-emergency 
repair

8 days 12 days 

10,512

Appointments 
kept

95%

Due to the 
contractor 

change the data is 
incomplete  

Outer west 
boroughs

(Wates)

Average working 
days to complete 
a non-emergency 
repair

8 days 6 days

9,542

Appointments 
kept

95% 96%

North/east 
boroughs

(Wates)

Average working 
days to complete 
a non-emergency 
repair

8 days 9 days 

9,638

Appointments 
kept

95% 96%

South 
boroughs

(previously 
Breyer now 
Wates) 

Average working 
days to complete 
a non-emergency 
repair

8 days 17 days 

9,859

Appointments 
kept

95%

Due to the 
contractor 

change the data is 
incomplete 

Repairs performance by contract area – General Needs and Pathways 
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Anti-social behaviour

The term anti-social behaviour 
(ASB) covers a wide range of actions 
and behaviours. We know that in 
many cases it can have a significant 
impact on the lives of our residents 
and, where this is the case, we need 
to intervene as quickly as we can. 
Complaints about our handling of 
ASB cases represent (after repairs) 
the second most frequent issue 
complained about by General 
Needs residents.    

In 2014/15 we reviewed our 
anti-social behaviour policy in 
consultation with residents and 
changed some of our procedures. In 
2015/16 we rolled out new guidance 
to staff and provided additional 
training. As a result of this effort, 
complaints about our handling of 
ASB cases fell in the last quarter of 
the year.  

Overwhelmingly, most complaints 
of anti-social behaviour that we 
receive are about noise. The action 
we can take will depend on how 
severe the problem is. Normal 
everyday noise such as walking 
and talking is not something that 
breaches the tenancy and we 
cannot take legal action in these 
cases. However, in most cases a 
gentle reminder asking residents 
to be considerate of each other is 
enough to resolve the issue.   

When this does not work, and if 
the noise is serious and persistent, 
we will work with such agencies as 
the police, Environmental Health 
and Safer Neighbourhood teams to 
carry out a thorough investigation 
and pursue legal action if warranted. 

In 2015/16 

• We successfully applied for eight 
injunctions to stop anti-social 
behaviour.  

• There were 13 evictions due to 
anti-social behaviour. 
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Case study - anti-social behaviour complaint investigation

A report of ASB was 
made by a resident 
about their neighbour. 
The allegation was 
about disturbance 
caused by door 
slamming. It was 
agreed that the 
situation would be 
monitored and that 
the resident would 
keep a diary indicating 
the frequency of 
incidents. When the 
reports continued 
the neighbour was 
contacted and agreed 

to have a door closer 
installed. This was 
subsequently checked 
to ensure that it was 
working properly. 
The tenant remained 
dissatisfied with our 
response and the 
Housing Officer visited 
to assess the extent of 
the problem. She was 
only able to witness 
normal household 
noise. A visit by the 
Environmental Health 
Service reached a 
similar conclusion. 

A formal complaint 
was made and this 
was escalated to the 
Housing Ombudsman. 
The Housing 
Ombudsman found 
that there was no 
maladministration in 
our handling of this 
as the noise was not 
unreasonable. We had 
also acted promptly 
both to investigate the 
problem and to try to 
address it.
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A big thank you to the residents who 
helped us review this report! 

Elaine Arkell 

Faika Hassan-Ali 

Stephen Johnson 

Gareth Jones 

Donna Lawton 

Michael O’Connell

Mahdi Pour Nezami 

Julie Quinn 

John Sullivan   



If you need any of this information in large print, Braille, an 
audio format or in your own language, please contact your 
housing officer.



For more information please visit  
www.nhhg.org.uk
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