Quarter: 1 Objective 1: The repairs and maintenance service is effective, efficient and timely
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96.85% 82.76% 85 92.2% 88%
% of ‘Right to Repair’ % of standard Number of live ~ Tenant satisfaction Tenant satisfaction with
repairs completed in  repairs completed in  disrepair claims ~ with quality of repair updates / communications
timescale timescale work during repair

TSM Measure (2024/25). Satisfaction with the overall repairs service over the past 12 months 70.1% -

TSM Measure (2024/25): Satisfaction with the time taken to complete your most recent repair £8.3% -

after you reported it
+ Highlights:

- Following extensive collective bargaining with trade unions, trades employees voted to accept new job

descriptions, salaries and ways of working
- Engagement workshops held with Housing Property Services management and office employees to inform the

o Risks:

Total Mobile Solutions implementation date will be later than originally envisaged due to the complexity of
integration with other key systems

Overall RAG rating: . N

Objective 2: The level of void properties continues to reduce, with a target of 325 by the end of 2025/26
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402 4.6% 220 167
Overall number of Voids as a % No. of tenancy No. of tenancy
void properties of stock commencements terminations
+ Highlights:

- CLC (external contractor) completed 46 voids this quarter
- Extended additional agency staff in in-house team
- Strengthened monitoring and reporting arrangements
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o Risks:

High number of tenancy terminations

Overall RAG rating: . [




Objective 3: Homes meet the decent homes standard and have a good energy efficiency rating
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92.85% 0.55%

% of homes with an up-to- % of homes that do not
date stock condition survey meet the current
decent homes standard
(2024/25)
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58.18%

% of homes with a valid
energy performance
certificate (EPC)

69.7

Average SAP rating
of homes with an

in-date EPC

TSM Measure (2024/25). Satisfaction that their landlord provides a home that is well-maintained 64.8% -

+ Highlights:

- Completed the migration of stock data to the new NEC Asset Management module
- Completed new council homes at Court Place, Middlecroft

o Risks:

Some properties have been hard to access to complete stock condition surveys

Overall RAG rating: [} 0

Objective 4: Council homes meet the highest levels of safety and compliance

99.92%

% of homes with
a gas safety
certificate less
than 12 months
old

+ Highlights:
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96.5%

% of homes with
a satisfactory
EICR certificate
completed within
the past 5 years
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100% 100% 100%
% required fire % required % required
risk asbestos water safety
assessments surveys tests
completed completed / completed

reinspected
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1
No. of overdue level 1
fire safety actions
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100%

% passenger lift
inspections
completed

100%

% of solid fuel
appliances tested

- Published policies on safety and compliance to ensure tenants understand our approach and are confident
their homes are safe
- Delivered a seminar to Members to raise awareness of the housing safetv comnbliance nolicies and action to be

o Risks:

Overall RAG rating: . U




Objective 5: Cases of damp, mould and condensation (DMC) are dealt with promptly and effectively
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0 308 (3.54%) 89 219
No. of DMC cases Total number of reported Of which, number Of which, further
that are cases of DMC on the tracker where a fan installation action is required
serious/urgent (% of stock in brackets) is planned
+/ Highlights:

- Published policy on damp, mould and condensation, to ensure tenants understand our approach
- Conducted internal audit of our approach to DMC - outcome was substantial assurance
- Delivered a seminar to Members to raise awareness of the DMC policy and action to be taken to prevent /

address issues

o Risks:

Overall RAG rating: . O

Objective 6: Neighbourhoods are tidy, communal areas are clean and well-maintained and antisocial
behaviour is dealt with promptly and effectively
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123 61% 46.7% 71%
Number of live TSM Measure (2024/25): TSM Measure (2024/25): TSM Measure (2024/25):
ASB cases Satisfaction that Satisfaction with the Satisfaction that the

communal areas are clean landlord's approach to landlord provides a home
and well-maintained antisocial behaviour that is safe
+/ Highlights:

- Implemented new Community Surveyors initiative
- Improved communications relating to ASB including videos and web content, and revised letter templates

o Risks:

Overall RAG rating: [} N




Objective 7: The services we provide recognise our tenants' protected characteristics, and tenants can
access housing support when they need it
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250 253 N/A
No. of personal housing No. of live tenancy % of tenancies failing
plans completed support cases within the first 12 months
+/ Highlights:

Published policies on reasonable adjustments, vulnerability and domestic abuse

o Risks:

- Capacity to collate and integrate tenant information
- Challenge in reporting on percentage of tenancies failing within the first 12 months

Overall RAG rating: . 0

Objective 8: Tenants can access information that matters to them, in a way that works for them,
including information about the changes made as a result of their involvement
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38,490 50.6% 44.4%
Number of hits on our TSM Measure (2024/25): TSM Measure (2024/25): Proportion of
housing webpages Satisfaction that the landlord respondents who report that they are
keeps tenants informed about satisfied that their landlord listens to
things that matter to them their views and acts upon them
+/ Highlights:

- Developed postcards to be handed out at gas services, promoting tenant engagement and how to find out
more

- Held joint tenants conference with Bolsover and Rykneld Homes
- Obtained approval to use WhatsApp Channel and Facebook Communities to communicate with tenants

o Risks:

Overall RAG rating: . |




Objective 9: The services we provide are fair and transparent, and complaints about housing
services are addressed fairly, effectively and promptly
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65.7% 31.2% 86.02% 78.95%
TSM Measure (2024/25): TSM Measure (2024/25): Percentage of Stage 1 Percentage of Stage 2
Satisfaction that the Satisfaction with the complaints respondedto  complaints responded to
landlord treats tenants landlord's approach to within timescales within timescales
fairly and with respect complaint handling (2025/26) (2025/26)
+/ Highlights:

- Produced annual housing complaints report and updated self-assessment against the Housing

Ombudsman Code
- Held a special Housing Advisory Board meeting to scrutinise the information

o Risks:

Temporary complaints staff and repairs customer care post has been hard to fill since previous postholder
left

Overall RAG rating: [Jil] [
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