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We house residents in over 30,000 
properties and employ more than 
1,100 staff. 

We value the diversity of our residents and 
staff and recognise the contribution that this 
makes to the success of our organisation. This 
is why we have prioritised embedding Equality, 
Diversity and Inclusion (ED&I) at NHH and why 
each year we monitor and review our progress 
in this area.

The diversity of our residents and staff remains 
reasonably consistent over time, so our focus 
in this report is primarily on the impact that our 
approach to ED&I is having on individuals. We’ve 
also looked at how the way we work may affect 
different diverse groups; we want  
to highlight the human element of ED&I.

This year’s report builds on the work we 
started last year and includes a section on  
our key areas of focus for 2015/16.

ABOUT NOTTING HILL HOUSING

We are Notting Hill Housing 
(NHH), a large and well-
established housing 
association. We provide high 
quality homes for those who 
could not otherwise afford 
them and we reinvest profit 
from all of our activities into 
building more homes. 

This helps us move towards 
our aim of being London’s 
leading housing association, 
with residents who love 
where they live and staff  
who love where they work 
and the jobs they do.
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A LOOK BACK AT LAST YEAR

Last year was an exciting time for improving our approach  
to ED&I at NHH. We looked at our equal opportunities  
policy and diversity strategy, and in consultation with staff  
and residents replaced them with an agreed five-year ED&I 
strategy. This aligns with the five core areas of our overall 
corporate strategy: Home, Resident, People, The way we  
work and Growth.

To ensure that we can achieve  
the aims set out in the strategy,  
we have put together a five-year 
improvement plan supported by  
a staff strategy group. 

Much of the group’s work is continuous, 
such as monitoring staff satisfaction and the 
diversity of staff members who secure places 
on our competitive training programmes each 
year. The impact of our ED&I approach in these 
areas must be measured and monitored over 
time. In other areas there is still more work to 
be done.

Although our Executive Board has overall 
responsibility for our ED&I strategy, the 
implementation of which will be lead by the 
strategy group, our approach is firmly rooted 
in the idea that ED&I is the responsibility of 
everyone at NHH. To facilitate the ownership of 
a proactive approach amongst staff at  
all levels, the strategy has been embedded into 
our business and delivery plans across  
the organisation.

We have five core areas 
of our overall business 
strategy:

Homes

Residents

People

How  
we work

Growth



The legal and regulatory rules surrounding ED&I place 
minimum requirements on all housing associations. We meet 
all these requirements, but also want to exceed them. To 
achieve this, we have embedded ED&I in each of the five 
themes in our corporate strategy.

ED&I supports the following objectives:

OUR ED&I STRATEGY

Residents love  
where they live

––
Staff love where  
they work and 
what they do

RESIDENTS
•  Using insight about our residents to understand their 

individual needs, preferences and tailoring our services  
in response.

•  Making our services accessible and responsive for our 
diverse residents to get more right the first time, improve 
satisfaction and achieve value for money.

HOMES
•  Helping to create safe and inclusive communities.

•  Ensuring that we deliver well designed quality homes that 
respond to residents’ changing needs and provide value 
for money.

HOW WE WORK
•  Using our insight to give staff the tools, support and 

information to work in an effective way to perform  
their roles.

•  Requiring our staff to work in a way that provides the  
best possible service to meet residents’ needs. This  
is delivered through our A2B service delivery model of  
one-to-one contact and personalised service.

PEOPLE
•  Using insight about our staff to understand their needs 

and preferences in order to create an environment where 
people are valued, supported and perform to the best of 
their abilities. 

•  Having a robust framework in order to attract people  
from a diverse talent pool and protect and retain our 
diverse staff.

•  Giving staff the knowledge and skills they need to 
understand ED&I and the freedom to decide on how  
to best meet the needs of our residents and staff.

GROWTH
•  Using insight about our residents to plan for future housing 

need including the type, size and location of our homes.

•  Using insight about our residents to inform our  
marketing strategy.

•  Ensuring that if a merger or strategic partnership occurs, 
we have insight on the organisation, its residents and staff, 
to ensure a smooth transition.
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A look back at last year

Key highlights from our improvement plan
Lesbian, Gay, Bisexual and 
Transgender (LGBT) staff

Our 2013/14 Annual Diversity Report 
highlighted that satisfaction among 
LGBT members of staff was well 
below that of their heterosexual 
counterparts. 

To redress this imbalance, we focused 
on understanding the reasons behind it, 
and taking action to improve satisfaction 
accordingly:

•  Our Chief Executive hosted open sessions 
with staff, to better understand any 
concerns they may have had.

•  We hired an independent expert to 
investigate the results of the survey, through 
one-to-one interviews with members of 
staff and business leaders. Although he 
determined that there are no issues relating 
specifically to homosexuality at Notting Hill, 
in recent years there has been a general slip 
in awareness of the work we do to promote 
diversity at all levels of the organisation. 
This may have had a disproportionate effect 
on LGBT staff members, because sexuality 
is often an ‘invisible’ characteristic and so 
may be seen as being overlooked when 
promotion of diversity awareness slips  
more generally.

•  In response to this slippage in awareness, 
we have done a large piece of work on 
improving the visibility of our approach 
to ED&I, for example with a campaign 
to launch the new strategy. We have 
embedded the messages across the 
business, by including ED&I in individual 
business plans.

Following this action to improve satisfaction 
amongst LGBT staff members, the most 
recent staff satisfaction survey saw gay and 
lesbian staff reporting higher satisfaction in all 
22 questions, with responses for 17 of those 
questions showing higher satisfaction rates 
than for heterosexual colleagues.

Our most recent 
staff survey saw  
gay and lesbian  
staff reporting 

higher  
satisfaction 
in all 22 questions
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ED&I visibility

As part of our improvement plan, 
we reviewed the range of resources 
available to help staff understand 
ED&I issues and how they impact  
on residents and colleagues. 

We discovered that some of the resources 
had become out of date or irrelevant and they 
were not easily accessible. This combination 
of factors meant that we were lacking a useful 
toolkit to support staff in embedding our 
approach in their day-to-day work. Following 
this review, we made practical changes to the 
resources available including:

•  Relocating and editing the ED&I section  
of our staff intranet. It is now easier to  
find and access.

•  Launching a diversity calendar so staff can 
stay up-to-date about upcoming events that 
may impact their residents and colleagues.

•  Tailoring our resources so that everything 
available adds value for staff, for example 
is easy to read and includes up to date 
information.

Translation

At Notting Hill we serve a range of 
residents, including some who speak 
and write little or no English. 

As part of our approach, we want to ensure we 
can communicate effectively with all of  
our residents and that none are at a 
disadvantage because of their language skills. 
Following last year’s report, we reviewed our 
translation services and made improvements 
that benefit both our residents and NHH as a 
whole, such as:

•  Re-launching our internal staff translation 
network, thereby widening the pool of 
written and spoken languages we are able 
to translate, cost-effectively and in-house.

•  Renegotiating the contract with our external 
translation provider, making it easier and 
more cost effective for staff to use the 
service to communicate with residents.

•  Signing up with a new contractor who 
offers British Sign Language interpreting, to 
assist us when communicating with signing 
residents who are deaf or hard of hearing.

 We now have 54 members of staff registered 
to translate 30 different languages. This, 
coupled with the new contracts with translation 
providers, has already helped frontline staff to 
better communicate with their residents.

A look back at last year

 We now have 
54 members 
of staff 
registered 
to translate 
30 different 
languagesç

あ
Å

Σ

ᠠ
ホ
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The five-year improvement plan 
highlighted four areas we will  
focus on:

•  Using information more effectively to tailor 
service delivery as part of our Altogether 
Better model.

•  Perceived under-reporting for some  
diversity characteristics.

•  The need for uniform data categories across 
all businesses, which will enable us to see 
the whole picture.

•  Improving systems to collect and report 
data on all nine characteristics protected 
under the Equality Act.

DIVERSITY DATA

Data quality is an issue that needs to be improved. Gaps in the 
data currently available to us, for example missing information 
about household members, as well as small sample sizes in 
some areas, is taken into account when undertaking analysis 
and drawing conclusions.

In 2014/15 we began to take action 
to increase and improve the amount 
of diversity data we collect from staff 
and residents:

•  We brought the diversity questions to the 
front of our staff survey and campaigned 
to promote understanding of why we 
collect diversity data from staff and how 
the information is used. This resulted in 
the collection of diversity data from 300 
more staff members than in the previous 
year, with between 91 to 96 per cent of 
staff providing their diversity information, 
depending on the question.

•  After researching best practice, we reached 
agreement on a set of standard diversity 
questions to be used across the organisation.

•  We are now in a position to collect 
information from staff on the nine protected 
characteristics and from residents on all 
excluding maternity status, which changes 
too quickly for us to respond to the data in  
a meaningful way.

We have collected 
diversity data from 

300 
more
staff members than  
in the previous year
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STEVEN’S STORY:  
Getting on with your neighbours

Housing Officer Steven was determined 
to resolve an ongoing anti-social behaviour 
issue between neighbours. He was growing 
increasingly concerned that the resident’s 
teenage daughter, who translated for her 
mother, was not conveying the seriousness  
of the situation.

Steven got in touch with one of Notting Hill’s 
staff translators, Sevgi, who agreed to attend 
a meeting with the resident and interpret 
on his behalf, ensuring they understood the 
situation could lead to their eviction.

The meeting was a success. Thanks 
to Steven and Sevgi staying calm in a 
potentially volatile situation, the issue was 
resolved and there were no more reports of 
anti-social behaviour. This is a good example 
of our drive to sustain tenancies and 
manage safe and secure communities. 

Service model
Notting Hill operates an Altogether 
Better (A2B) model that ensures 
each of our residents has one named 
person responsible for delivering all 
the services they require. 

The approach means we can really get to 
know our residents as individuals and deliver 
services to them in a personalised way.

This model has become an invaluable way of 
allowing us to respond to ED&I in a proactive 
and individual manner, which in turn reassures 
our residents that there is one central point for 
all their queries.

We have taken several steps to embed  
ED&I into our A2B model of service  
delivery, including:

•  Publishing good practice case studies, so 
that staff can learn from the success of  
their colleagues in tailoring service.

•  Introducing ED&I focussed training modules 
for resident-facing roles.

•  Moving towards more consistent collection 
and storage of data, so it can be used more 
easily by staff.

RESIDENTS

This year, we have made understanding our residents, 
especially in terms of ED&I issues, a primary focus. In addition 
to existing resident involvement activity, an Equalities Forum 
was established, made up of residents from across all of 
Notting Hill.
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NHH and our residents
NHH provides a range of services 
to residents in very different 
circumstances and who have a  
wide variety of different needs. 

Although ED&I is a priority for the whole of 
Notting Hill, the way in which we implement 
our approach to it varies throughout the 
organisation. We have looked at the diversity of 
our residents across the different areas of the 
business and what ED&I issues may be relevant 
for different resident groups.

Permanent rented housing

Permanent rented housing (PRH) is 
our largest business area, housing 
Londoners in general needs 
accommodation for 51 years. 

We now have over 17,000 quality affordable 
rented homes in management by 15 housing 
teams. Our residents are incredibly diverse 
and we are continuously looking to know and 
understand them better.

Our general needs residents are more likely to 
be female, with women heading two thirds of 
households. On average, residents are slightly 
older in PRH than in Home Options or Home 
Ownership. The majority are Christian (60%), 
and the largest ethnic groups are white British 
and black or black British. 3% of residents 
report being lesbian, gay or bisexual, although 
we still only hold this information for a small 
number of households.

Every year we scrutinise the results of resident 
surveys, to check whether there are any 
significant differences in satisfaction levels 
between demographic groups. If there are any 
differences, we are then able to investigate 
possible causes and think about whether 
action is needed.

Residents

We have over 17,000 
quality affordable 
rented homes in 
management by  
15 housing teams 

The oldest age 
groups (75+)  
and the youngest 
(under 25) are 
particularly happy 
with our service

In 2014/15, there were no worrying differences 
in satisfaction related to gender, religion or 
disability. We did observe that satisfaction 
rates are particularly high for our white Irish 
residents. The oldest age groups (75+) and  
the youngest (under 25) are particularly happy 
with our service, with satisfaction increasing 
with age for the groups in between. This 
continues a trend that was noticed in the 
previous year. Interestingly, this pattern in 
survey responses has also been observed 
more generally in the sector.

We also observed that our LGBT residents are 
more satisfied than heterosexual residents, 
with a net satisfaction score of 90% compared 
to 66%. However, the number of responses 
we have from residents who report that they 
are LGBT is relatively small due to the gaps 
in our data. It is therefore not clear whether 
this difference would stand up at a larger 
sample size. We reflected that it is possible 
that there is a link between satisfaction levels 
and residents trusting NHH enough to share 
personal and potentially sensitive information 
with us.
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For sale To let

Residents

Notting Hill Home 
Ownership (NHHO)

Notting Hill Home Ownership sells 
and manages homes for Shared 
Ownership and private sale. 

Shared Ownership provides an affordable 
route to home ownership by allowing residents 
to buy part of their home whilst renting the 
rest. Private sales are part of our commercial 
business, which generates profits that can 
be invested back into the business to deliver 
more affordable homes, helping us to become 
London’s leading housing association.

We have some data gaps in this area, but  
on the whole the resident base is younger and 
less likely to be from a black, Asian, or minority 
ethnicity (BAME) background compared to PRH.

In the 2014/15 satisfaction survey we noticed 
no major differences between the satisfaction 
of residents according to religion, ethnicity 
or sexual orientation. Analysis shows that 
women are more satisfied with the leasehold 
service than men, although it is important 
to note that the difference is relatively small. 
Interestingly, the same trend observed in PRH, 
with satisfaction rates increasing for older age 
groups, is echoed in this department. Whether 
there is a reason behind lower satisfaction 
rates for younger people is something that 
NHH is keen to gain a better understanding  
of over the next year. 

VALENTINE’S STORY:  
Guiding our residents  
through difficulties

Valentine helps leaseholders to sell 
their homes. Earlier this year she came 
across an unusual case where two men 
with profound learning difficulties had 
been housed, by Islington Council, in a 
Notting Hill Housing ‘Do It Yourself Shared 
Ownership’ property. The family needed 
considerable extra guidance and support to 
make sure the sale went smoothly. 

Valentine organised meetings with the 
Council to explain the complexity of selling 
a shared ownership property, guided 
everyone’s solicitors through the process, 
and prepared files for court hearings. As 
both men lacked the mental capacity to 
make decisions about the sale, they twice 
attended the Court of Protection. Nine 
months on, the sale has now completed 
and the men are happily living in 
accommodation more suitable for their 
current support needs. The resident 

base for Shared 
Ownership 
homes is younger 
and less likely to 
be from a BAME 
background
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Residents

Home Options

Notting Hill Home Options works 
with local authorities to provide 
temporary accommodation for people 
in housing need. 

Increasingly, this temporary accommodation  
can be people’s homes for years.

Home Options residents are more often 
female (71% of household heads) and from a 
BAME background. It is essential that Home 
Options staff understand the issues that may 
disproportionately impact this group. Data also 
suggests Home Options residents are younger, 
with two thirds of household heads under 25. 
They are more likely to be Muslim (42%) than 
in the rest of the businesses.

The link between age and satisfaction with our 
service is also present amongst this group. In 
addition, surveys indicate that male residents 
are substantially more satisfied than female 
residents. We do not currently understand the 
cause of this difference and intend to explore 
whether there may be different reasons behind 
men and women’s need for temporary housing, 
which may impact on their satisfaction, or 
whether there are other factors at play.

Residents from a BAME background are 
happier with the service they receive from 
Home Options than those who are white 
British, and residents with no religion  
report lower satisfaction rates than those 
who are part of a religious group. As this is 
the first year that Home Options has looked 
at satisfaction rates by diversity strand, these 
differences will be revisited in next year’s 
report, so we can understand whether they 
are representative of a trend.

Finally, those who answered the surveys 
anonymously are consistently less satisfied. This 
confirms something that we have observed in a 
number of areas – that those who are not willing 
to share sensitive personal information with us 
tend to be more disengaged. The ED&I strategy 
group will work to understand the reasons 
behind this lack of engagement.

2/3 rds
of residents 
in temporary 
accommodation 
are under 25

71% 
of Home Options 
households  
are headed  
by women
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Residents

Pathways

Pathways provides care 
predominantly for older customers 
who need individualised support 
to help them live as safely and 
independently as possible. 

Most of the care we provide is to our 
residents. 65% of customers are over the age 
of 65. Unlike other areas, there is an even split 
of male and female residents, and an almost 
even split between those who are white 
British and those who come from a BAME 
background. Because of the nature of the 
business, some have specific support needs. 
They are typically the most satisfied group  
of customers.

This year we noticed that satisfaction is 
particularly high for those aged under 25 
or 25-34. Those who have told us that they 
are Christian are on average happier with 
Pathways’ service. Again, those unwilling to 
share diversity data with us are less satisfied 
than those who are happy to do so. This again 
highlights the importance of understanding our 
customers and being able to target services 
that will benefit all residents, regardless of 
their individual circumstances.

65% 
of residents 
are over the 
age of 65

IRINA’S STORY:  
Targeting help where  
it’s needed most

A man in his late 80s was referred to 
Conrad Court, a Pathways extra care 
service, following a spell in hospital.  
After being discharged, his Parkinson’s 
disease meant he required additional 
support and was not able to return home. 
He had always cared for his 44 year old son 
who had learning difficulties, but the son 
was not within the eligible age group for 
the scheme. 

Irina, the manager of the service, went  
to their home to assess the elderly man, 
and at this point discovered that due to  
his health problems and his son’s disability, 
their flat was neglected and their personal 
care was deteriorating. After extensive 
negotiations with the local authority, Irina 
managed not just to house them together 
in a two bedroom flat in Conrad Court, but 
also arranged for an additional care package 
for the son. 

Both men have greatly benefited from this, 
rebuilding their relationship and improving 
their health and wellbeing. The son has  
also been supported to develop life skills  
to manage independently, and the service 
has been able to provide them with the 
care they need to lead a healthier and 
happier life.

There is an even 
split of male and 
female residents
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Residents

Folio London

Folio London is one of our commercial 
businesses, providing good quality 
privately rented properties in line with 
the London market. The profits from 
this business are used by NHH to 
provide more affordable homes.

This year the way Folio London works has 
changed, including the implementation of a 
major new housing management system. As 
a consequence, we are unable to report on 
diversity characteristics or satisfaction levels for 
residents in market rent properties. Diversity 
and satisfaction data on Folio London’s residents 
will be available for analysis and inclusion in our 
2015/16 report.

To let
Diversity and 
satisfaction 
data on Folio 
London’s 
residents will 
follow in our 
2015/16 report

MATTHEW’S STORY:  
Caring for those who  
need our help

When Housing Officer Matthew arrived for 
an annual visit with one of his residents, 
he was surprised to learn of their situation. 
“The tenant had been in a coma for three 
years and left her son in the property. The 
problem was that Housing Benefit was 
claimed in the tenant’s name and not her 
son’s. This resulted in £6,500 being  
claimed back”. 

Matthew worked closely with an advocacy 
service, assisting the resident, who has 
learning difficulties and was only working 
part time. “It was important we were able 
to secure the tenancy in the household 
member’s name. He was vulnerable  
without it, he doesn’t have any other  
family in this country and anything could 
have happened”. 

To date, Matthew has been successful in 
transferring the tenancy and having the 
overpayment decision reversed. This has 
given the resident the security of his own 
home and the financial ability to concentrate 
on other debts.
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Residents

Student Lets and Key Workers

Student Lets is another commercial 
business within NHH, providing 
homes within halls of residence for 
students studying at the University of 
West London, as well as dedicated 
homes for key workers. 

This resident group tends to be very transitory 
and usually move out after a year, meaning it’s 
difficult to spot trends over time.

Our data does show that this resident group 
is young, with 79% under the age of 21 and 
all except one resident under the age of 26. A 
small majority are female. A tenth of residents 
report being gay (6%) or bisexual (4%), and 
a tenth prefer not to disclose their sexual 
orientation to NHH. Similarly, while 3% of 
residents have a disability, 4% prefer not to 
disclose this information. As you may expect 
from such a young demographic, 97% are not 
married or in a civil partnership.

Residents increasingly come from an 
international background – from the EU and 
beyond. The group is diverse in terms of 
ethnicity and religion; however the largest 
groups are white and Christian.

Our resident satisfaction survey for the 
Paragon halls of residence showed that 
93% are satisfied with the service they 
receive. However, the number of responses 
and current systems do not allow us to further 
explore whether diversity characteristics may 
have a bearing on this.

93%
are satisfied 
with the service 
they receive

79% 
of this resident 
group is under 
the age of 21

10%
of residents 
report being 
gay or bisexual 

97% 

are not married 
or in a civil 
partnership
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Our People

RACHEL’S STORY:  
Supporting our staff

Rachel has a form of autism called Asperger 
syndrome, which can affect the way she 
works, especially when dealing with 
stressful events. 

When Rachel started working with us, 
NHH arranged for a support worker from 
the National Autistic Society to meet with 
her once a week. Rachel’s line manager 
attends these meetings with her, so that he 
can learn more about how to give Rachel 
the support she needs to perform and be 
happy in her role. Rachel also made use of 
NHH’s flexible working policy to enable her 
to attend a Cognitive Behavioural Therapy 
course which helped give her the tools she 
needs to overcome the anxiety brought on 
by certain situations. 

Rachel’s team have also received training on 
Asperger syndrome and on how to give her 
the support she needs if she is at risk from 
suffering from anxiety. Rachel says “NHH 
has been so good to me, I feel like I’ve been 
a supported member of the team”.

We take action to maintain and 
nurture the diversity of our workforce 
and achieve our goal of being a fair 
and inclusive employer, with staff 
who love where they work and  
the jobs they do. In 2014/15,  
this included:

•  Making it easier for staff to report any issues 
by streamlining our policies around bullying, 
harassment and victimisation. Increased 
accessibility of these policies means that it 
is easier for the organisation to take action 
when issues arise.

•  Training modules were redesigned  
and brought up to date, to ensure we 
continue to have a fair and inclusive 
recruitment process.

•  We continue to monitor the link between 
diversity and opportunities for growth and 
progression at NHH.

OUR PEOPLE

Notting Hill’s staff reflect the diversity of our resident base and 
of London as a whole and this remains fairly consistent year on 
year; 71% of our staff are female and 68% declare that they are 
from a BAME background.
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Our People

Governance
NHH is governed by multiple  
boards, which oversee the work  
of the organisation and steer it in  
the right direction. 

As well as knowledgeable and experienced 
individuals from across a range of industries, 
involving NHH residents in overseeing our 
work is one of our priorities. We have around 
400 involved residents sitting on NHH’s 
boards, committees, local scrutiny panels and 
other forums for consultation and oversight. 
It’s important to us that the diversity of our 
resident group is reflected by those residents 
who represent them in the guidance and 
scrutiny of our work. 63% of our involved 
residents are female and 58% of our involved 
residents are from a BAME background. This 
is approximately representative of our resident 
and staff groups and is even more diverse than 
the population of London as a whole. Around 
half of our involved residents fall within the 
41-60 age group, with approximately one fifth 
21-40 and over 60 and the rest unknown. A 
push to promote the involvement of more of 
our younger residents should help to redress 
this imbalance.

We have around 400 
involved residents 
sitting on NHH’s boards, 
committees, local scrutiny 
panels and other forums for 
consultation and oversight

63% 

58% 

of our involved 
residents  
are female

of our involved 
residents are 
from a BAME 
background
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Our People

Training and awareness
NHH strongly believes in developing 
our staff and internal talent and we 
offer a wide range of open courses 
and a handful of competitive courses 
to help achieve this. 

With the roll out of our new HR system,  
we will be in a position to track course 
attendance by diversity, although we are 
unfortunately not able to do this at the 
moment. However, we have been able to 
monitor involvement in our competitive 
courses such as the Emerging Managers 
Programme; Housing Diversity Network  
(HDN) mentoring; and carrying out a course  
of study such as an accountancy qualification.

65% 
of applicants from our 
Emerging Managers 
Programme were from 
a BAME background

In 2014/15 we saw greater balance in the 
diversity of those who were successful 
in applying for our Emerging Managers 
programme compared to all those who 
applied, as well as amongst applicants overall:

•  65% of applicants were from a BAME 
background and 58% of those gaining a 
place on the programme were BAME. In 
comparison, in 2013/14 53% of applicants, 
and 33% of those gaining a place, came 
from a BAME background.

•  The success of applicants by age was 
proportionally reflective of the total applicants.

•  We are still seeing a disproportionate 
amount of younger applicants compared 
to the group as a whole, but it may be that 
the nature of this course is more attractive 
to individuals who are at an earlier stage in 
their career.

•  Members of staff have been involved in the 
creation of two new networks. The London 
Diversity Group brings together diversity 
practitioners to share knowledge and ideas. 
Houseproud is a new LGBT network for 
staff in the housing profession.
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Staff satisfaction
Our annual staff satisfaction survey 
helps us to find out what we are 
doing well and in which areas we 
need to improve. 

As part of this survey we make a commitment 
to look at diversity. The results of our most 
recent survey revealed two areas into which 
we would like to look further:

•  Staff reporting a disability had lower 
satisfaction in 21/22 questions, compared 
to staff reporting no disability. A very low 
proportion (2%) of staff declaring that 
they have a disability also suggests under-
reporting, which could mask an even greater 
disparity in satisfaction levels between the 
two groups.

•  Hindu staff members had lower satisfaction 
in 17/22 questions. This is the first year that 
we have seen this result, so next year’s 
results must be compared in order to 
establish whether this is the start of a trend.

•  21% of staff prefer not to disclose their 
sexual orientation. Although we have 
been successful in raising satisfaction 
amongst the 4% of staff members who are 
comfortable declaring that they are LGBT, it 
is possible that satisfaction is lower amongst 
those who are not comfortable doing so.

We plan to raise more awareness of both 
disability, religion and sexuality as part of our 
diversity week and we will draw up a proposal  
to address the potentially linked issues 
of under-reporting of disability and lower 
satisfaction amongst those who do declare.

Our People

Staff appraisals
Twice a year our staff complete  
our ‘On Track’ appraisal process,  
to review their performance with 
their manager. 

As part of our commitment to ED&I, we 
analyse results to see whether there are  
any trends across diversity strands.

The most recent On Track results showed 
some variations between appraisal ratings for 
different groups when looked at by diversity 
strand, but the figures were so marginal and 
were based on small enough samples that 
they were not considered to be significant. For 
example, underperformance by one individual 
could have impacted the overall results to give 
the impression of a disparity between groups.

21% of staff 
prefer not 
to disclose 
their sexual 
orientation 

? ? ?

Hindu staff 
members had  
lower satisfaction  
in 17/22 questions
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HR cases
To ensure that there is no link 
between diversity strands and 
the impact of our HR processes, 
we monitor the diversity of those 
involved in sanctions, dismissals 
extended probations, disciplinaries 
and grievances. 

The data shows that some groups are more 
involved in some of these processes than 
others. However, this disproportionate 
involvement across diversity strands is 
reflective of the higher proportion of  
sanctions and dismissal cases that arise  
within our care and support teams, which 
employ more female and BAME staff.

One area which may be cause for further 
investigation is the proportion of grievances 
raised by BAME staff members. At 91%, 
this continues a trend of over representation 
from last year (89%). Although the numbers 
involved are very small and so a few cases may 
skew the data, this is something that should 
be monitored so we can identify whether it is 
an issue we need to address.

Next steps for ED&I 
Later this year we will be launching 
our 2015-20 corporate strategy. 

Part of the work that has gone into the 
preparation for this is an audit of our 
organisation’s culture. We have asked an 
external specialist to find out from our staff 
what it feels like to work at NHH. As well as 
helping to inform the People section of our 
corporate strategy, the results of this audit  
will be analysed by the ED&I strategy group  
so they can identify any issues that need to  
be addressed, as well as formulating plans  
for continuous improvement.

As part of our transformation programme, we 
will increasingly give our residents the option 
of interacting with us online, whether this is to 
log a repair, order a new key or view their rent 
account. This will have the impact of increasing 
accessibility for less mobile residents and 
those whose lifestyle or responsibilities make 
it difficult for them to communicate with us 
through traditional channels or at standard 
office times. This work will be overseen by  
the new Transformation Team, who will be 
mindful of not leaving behind those residents 
who cannot or choose not to interact with  
us electronically.

Our People



Recruitment
NHH recognises the strength  
that a diverse workforce brings  
to an organisation. 

We have a clear policy and approach to 
recruitment and selection to ensure we do 
not discriminate against applicants and that 
we appoint the best person for the job based 
on merit alone. With the support of the HR 
team, managers take the day-to-day lead on 
implementing our approach to recruitment.

With the diversity of our staff reflecting that 
of London as a whole, we believe we are 
consistently successful in adhering to our own 
standards during recruitment and selection. 
However, with ED&I in this area, as across 
the organisation, our goal is to continuously 
improve our practices. One of our Emerging 
Managers is working closely with our HR 
Director to audit whether we are implementing 
our agreed policies and practices across 
NHH. Using the data available and taking a 
sample of recruitment campaigns, they will 
produce a report on their findings and make 
suggestions for improvement.

Training and support
Our approach is firmly rooted in the 
idea that under strong and effective 
leadership, ED&I is the responsibility 
of everyone. 

If we are to achieve our aim of embedding our 
ED&I strategy at all levels of the organisation, 
it is essential that all staff are fully supported 
in playing their part. Action begins with 
awareness, which is why we will introduce 
a blended learning programme to promote 
understanding of ED&I throughout NHH. We 
are also pleased to announce that Notting 
Hill is now certified as a two ticks employer, 
who is positive about hiring people who have 
disabilities.The key areas on which we will 
focus are:

•  Equipping our managers with the skills  
and knowledge to meet the diverse needs 
of their staff.

•  Instilling in all new starters a full 
understanding of NHH’s commitment  
to ED&I and of our strategic approach.

•  Giving staff the opportunity to discuss 
diversity in open and non-judgemental 
forums with colleagues and external 
representatives of diverse groups, at  
an organisation-wide diversity week.

The diversity 
of our staff 
reflects that 
of London  
as a whole 
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For more information please visit www.nottinghillhousing.org.uk  
or contact the communications team on  

020 8357 5000 ext. 5033 or email communications@nhhg.org.uk


