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Housing Service Structure Chart



Housing Stock Data

Category Hackney Managed TMO Managed Total

Lease/freehold 8246 1519 9765

Tenant 18275 3530 21805

Total 26521 5049 31570



3892 3622

6220

September 2019 Resident Satisfaction Survey



2019 Response Breakdown

Number Of Responses 2019 Number Of Responses 2017

NHO Tenants 4,084 1,922

NHO 
Leaseholders 1,234 704

TMO Tenants 701 829

TMO 
Leaseholders 201 167



75%

2019

66%

 2016

Tenants Satisfied with Overall Housing 
Service



45%

2019

43%

 2016

Leaseholders Satisfied with Overall Housing 
Service



80%

2019

74%

 2016

TMO Tenants Satisfied with Overall Housing 
Service



57%

2019

40%

 2016

TMO Leaseholders Satisfied with Overall 
Service



Benchmark Of Our Performance



How Do We 
Compare with 
Others? 

1. London Borough of Southwark?

2. London Borough of Waltham Forest?

3. London Borough of Lambeth?

4. Royal Borough of Greenwich?

5. London Borough of Barking and  
 Dagenham?

6. London Borough of Enfield



Tenants Satisfaction with Repairs and 
Maintenance

LB Southwark 48%

LB Waltham Forest  65.0%

LB Lambeth  61.2%

LB Greenwich 74%

LB Barking and Dagenham 
61.4.%

LB Enfield Data Not 
Provided

Hackney 70.0%. (Q1)



Tenants Overall Satisfaction with 
Housing service provided 

LB Southwark 66%

LB Waltham Forest  72.0%

LB Lambeth  67.4.1%

LB Greenwich 76.0%

LB Barking and Dagenham 
68.5..%

LB Enfield  77.1%

Hackney 75.8%. (Q2)



Tenants Satisfaction with a 
Neighbourhood as a place to live

LB Southwark 76%

LB Waltham Forest  76.3%

LB Lambeth  78.1%

LB Greenwich 78%

LB Barking and Dagenham 
57.9.%

LB Enfield  77.8%

Hackney 78.6. (Q1)



Tenant Satisfaction that their views are 
being listened to and acted upon.

LB Southwark 43%

LB Waltham Forest  45.0%

LB Lambeth  50.6%

LB Greenwich 60%

LB Barking and Dagenham 
49.0.%

LB Enfield Data Not 
Provided

Hackney 53.4%. (Q1)



Leaseholder Overall Satisfaction with the 
service provided

LB Southwark 45%

LB Waltham Forest  42.6%

LB Lambeth  32.1%

LB Greenwich Data Not 
Provided

LB Barking and Dagenham 
Data Not Provided

LB Enfield Data Not 
Provided

Hackney 46..9%. (Q1)



Digital Transformation Programme



UK Housing Award 2019 ( Highly 
Commended)



What has happened between 2016-2019

Less than 0.12% % 
of callers (66 out 
of 56,500) waited 
more than 10 
minutes in the call 
centres

2019

100 % of repair 
appointments 

kept

2019

78.08% of repair 
appointments 

kept 

2016

87% repairs 
completed on 

first visit 

2019

63% repairs 
completed on 

first visit 

2017

3.84 % % of 
callers waited 
more than 10 
minutes in the 
call centres

2017



What has happened between 2016-2019

85% of ASB 
complaints 

receiving a case 
plan within 10 

days 

2019

12.66% 
Tenancy Audits 
Completed

2018

9.86% Tenancy 
Audits 
Completed

2016

70..83 % of all new 
tenants stating 
they were satisfied 
with the condition 
of the property

2019

63.55 % of all new 
tenants stating 
they were satisfied 
with the condition 
of the property

2016 2016

68.39% of ASB 
complaints 

receiving a case 
plan within 10 

days

ASB Housemark 
Accreditation 3 
years in a row



Questions?


