Quarter: ) Objective 1: The repairs and maintenance service is effective, efficient and timely
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96.18% 96.32% 78 89.9% 83.7%
% 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:

- Trades employees moved onto new salaries, terms and conditions on 1st September
- Further engagement with employees and trade unions on the detailed aspects of implementation
- Total Mobile Solutions team continued to make progress with project - BARIS interface installed to link to NEC,

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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4.42% 182 162
Overall number of Voids as a % No. of tenancy No. of tenancy
void properties of stock commencements terminations
+ Highlights:

- CLC (external contractor) completed 47 voids this quarter
- Allocated some repairs staff to assist with repairs while tenant in property (during termination period) and post

occupancy
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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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94.13% 0.55% 61.58% 69.7
% of homes with an up-to- % of homes that do not % of homes with a valid Average SAP rating
date stock condition survey meet the current energy performance of homes with an
decent homes standard certificate (EPC) in-date EPC

(2024/25)

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

+ Highlights:

- Delivered communication campaign to promote the importance of stock condition and EPC surveys to reduce
‘no access' cases
- Commenced procurement for contractor to deliver Wave 3 programme

o Risks:

Overall RAG rating: [} 0

Objective 4: Council homes meet the highest levels of safety and compliance
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99.85% 95.8% 100% 100% 85.7% 100%

% of homes with % of homes with % required fire % required % required 9 passenger lift
a gas safety a satisfactory risk asbestos water safety inspections
certificate less EICR certificate assessments surveys tests completed
than 12 months  completed within completed completed/  completed
old the past 5 years reinspected
®
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0 98%
No. of overdue level 1 % of solid fuel
+ Highlights: fire safety actions appliances tested

- Produced draft management plans to accompany the safety and compliance policies, in collaboration with all
relevant teams and trade unions
- Organised next round of CAT B asbestos training

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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0 275 (3.17%) 41 234
No. of DMC cases Total number of reported Of which, number Of which, further
that are cases of DMC on the tracker here a fan installation action is required
serious/urgent (% of stock in brackets) is planned
+/ Highlights:

- Conducted self-assessment against Awaab'’s Law and arranged series of training sessions
- Drafted DMC management plan in collaboration with all relevant teams and trade unions

o Risks:

Risk associated with capacity due to various asks of the trades workforce (damp and mould, voids, maintaining
high performance on responsive repairs)

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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114 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:

- Designed and planned tenant review of ASB
- Reduction in ASB cases, possibly resulting from proactive work undertaken in Q1

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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239 218
No. of personal housing No. of live tenancy
plans completed support cases
+/ Highlights:

_

N/A

% of tenancies failing
within the first 12 months

efficient way of integrating data

Workshops held to analysis all the ways in which we capture and store tenant details to determine the most

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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32,869 50.6%
Number of hits on our TSM Measure (2024/25):.
housing webpages Satisfaction that the landlord

keeps tenants informed about
things that matter to them

+/ Highlights:
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44.4%

TSM Measure (2024/25): Proportion of

respondents who report that they are

satisfied that their landlord listens to
their views and acts upon them

support etc

Launched tenant performance information on the housing webpage

Worked with tenants to develop new calling cards which provide clear signposting information to tenancy

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% 61.17% 70.83%
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:

Revised corporate complaints policy to address feedback from Housing Ombudsman

o Risks:

Increasing number of Housing Ombudsman information requests

Overall RAG rating: [Jil] [
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