Quarter: 3 Objective 1: The repairs and maintenance service is effective, efficient and timely
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97.54% 94.74% 96 90.6% 82.2%
% 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% 1

after you reported it
+ Highlights:

-Provisional TSM results for 2025/26 show improvements in satisfaction with overall repairs service (77.1%) and
time taken to complete most recent repair (71.7%)
-Good progress with Total Mobile module development, testing and training underway

o Risks:

-Further work required in order to be ready to go live with Total Mobile - although still on track for Q4
-Reshape of management and office functions has not yet commenced

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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350

4.05% 210 178
Overall number of Voids as a % No. of tenancy No. of tenancy
void properties of stock commencements terminations

+ Highlights:

-Overall reduction of 32 voids compared to previous quarter
-Housing Officers supporting Allocations team with sign ups to reduce delays on ready to let properties
-Good progress with Total Mobile voids module which will improve data and management

o Risks:

-External contractor (CLC) due to end in Feb 2026
-Continuing high number of tenancy terminations resulting in more voids

Overall RAG rating: . [




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

95.56%
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energy performance
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4

69.7 (band Q)

Average SAP rating

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

+ Highlights:

-(Provisional TSMs) improved satisfaction that we provide a home that is well-maintained - 70.1%
-New NEC Asset Management in place and working well - more efficient planning of next year's programmes
-Contractor procured to deliver Wave decarbonisation programme

o Risks:

Overall RAG rating: [} 0

Objective 4: Council homes meet the highest levels of safety and compliance
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-CAT B training completed for trades operatives
-New contractor for fire safety procured and onboarded
-Completed and published management plans to accompany compliance policies

o Risks:

-EICRs - currently looking at alternative contractors to maintain performance levels
-Asbestos surveys - risk identified with storage of information but solution identified to mitigate

Overall RAG rating: . U




Objective 5: Cases of damp, mould and condensation (DMC) are dealt with promptly and effectively
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/9 309 (3.45%) 48 261
No. of DMC cases Total number of reported Of which, number Of which, further
that are cases of DMC on the tracker where afan installation action is required
serious/urgent (% of stock in brackets) is planned
+/ Highlights:

- Damp, mould and condensation training delivered to housing staff
-Implemented new processes and updated tracker and reporting arrangements
-In a good position and performing well against new targets

o Risks:

-Spike of new disrepair claims during Q3 potentially due to increased awareness of Awaab's Law

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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108 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:

- Review of the community surveyor initiative completed in Nov 2025 - good outcomes and will continue to be supported

- ASB workshop sessions have been held with tenants and partners - more planned for Q4

- (Provisional TSMs) improved satisfaction that communal areas are clean and well-maintained (72.9%), with the landlord's approach to
ASB (55.9%) and that the landlord provides a home that is safe (73.4%).

o Risks:

Overall RAG rating: . ]




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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191 211 N/A
No. of personal housing No. of live tenancy % of tenancies failing
plans completed support cases within the first 12 months
+/ Highlights:

- New recording process for tenancy support outcomes developed
- Recruited Housing Digital Co-ordinator who will work on improving the level and quality of data on
tenants' communication preferences, protected characteristics and any required reasonable adjustments

o Risks:

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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26,821 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:

-Improved website information about investment programmes and how tenants can find out more
-Launched a new WhatsApp channel to keep tenants informed

-(Provisional TSMs) improved satisfaction that the landlord keeps tenants informed about things that matter
to them (60.2%), and that their landlord listens to their views and acts upon them (50.7%)

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

oy 1 a® 1 Qq 4 Qa4

65.7% 31.2% 89.7% 81.8%
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
+/ Highlights:

-Recharge procedure and rates updated
-New permanent housing complaints officer recruited
-(Provisional TSMs) improved satisfaction that the landlord treats tenants fairly and with respect (71.7%), and with

the landlord's approach to complaints handing (33.1%)

o Risks:

-Still to create permanent repairs customer care roles as HPS reshape has not yet taken place

Overall RAG rating: [J}j] 0
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