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1   Chair's Welcome and 
Introduction 
 

    

2   Apologies for Absence 
 

    

3   Declarations of Interest 
 

    

4   Minutes of the Meeting 
held on 27 September 
2021 
 

    

5   Action Log 
 

    

6   Chief Executive Update 
 

Fiona Hughes – 
Chief Executive 

   

7   Quarter 2 2021/22 
Health and Safety Report 
 

Mark Pinnell – 
Executive 
Director of 
Assets and 
Development 
Mark Wills – 
Health and 
Safety Team 
Manager SMBC 

   

8   Draft Delivery Plan for 
2022/23 
 

Kevin Bennett – 
Executive 
Director of 
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Service 
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Support 

9   Financial Monitoring for 
Quarter 2 2021/22 
 

Samantha 
Gilbert – Chief 
Financial Officer 

   

10   HRA Budget Report - 
2022/23 - 
CONFIDENTIAL 
 

Samantha 
Gilbert – Chief 
Financial Officer 

   

11   Quarter 2 2021/22 
Performance Exception 
Report 
 

Kevin Bennett – 
Executive 
Director of 
Customer 
Service 
Transformation 
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Support 

   

12   Chair's Report from Audit 
and Risk Committee held 
on 11 October 2021 
 

Nigel Page – 
Chair of Audit 
and Risk 
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Human Resources, 
Equalities and 
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Committee held on 18 
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Jenny Fletcher 
– Chair of 
Human 
Resources, 
Equalities and 
Remuneration 
Committee 

   

14   Chair's Report from 
Housing Operations 
Committee held on 15 
November 2021 
 

Louise Tubbs – 
Chair of 
Housing 
Operations 
Committee 

   

15   Forward Plan 
 

    

16   Any Other Business 
 

    

17   Review of Meeting 
 

    



SOLIHULL COMMUNITY HOUSING BOARD MEETING – 27 SEPTEMBER 2021 

 

MINUTES 
 
 
Present: Richard Hyde (Chair), David Bell, Jenny Fletcher, Nigel Page, 

Chris Williams, April Halpin, Louise Tubbs, Dave Pinwell 
 

Officers: Fiona Hughes, Mark Pinnell, Kevin Bennett, Samantha Gilbert, Mary 
Moroney, Mary Morrissey, Mark Wills, Barbara Griffiths (Minutes) 
 
Bernie Donnelly SCHape Member  
 
  

  
 

1. CHAIR'S WELCOME AND INTRODUCTION  
 
The Chair opened the meeting.  
 

2. APOLOGIES FOR ABSENCE  
 
No apologies were offered.  
 

3. DECLARATIONS OF INTEREST 
 
There were no new declarations of interest.  
 

4. MINUTES OF THE MEETING HELD 21 JUNE 2021  
 
The minutes were accepted as a true and accurate record of the meeting. 
 
DECISION THE BOARD  
 

(i) APPROVED the minutes of the meeting held on 21 June 2021 
 

5. ACTION LOG  
 
The Chair confirmed some of the actions would be discussed in Agenda items 
throughout this meeting.  Chris Williams noted that 0621-3 is work in progress, 
with dialogue having opened up between himself and Surjit.    
   

DECISION  

(i) NOTED the action log 

6. CHIEF EXCUTIVE’S UPDATE 
 
The Chair passed on the thanks of the Board for the work that SCH staff did to 
assist the Council with the Afghan Refugee crisis.   
 
Fiona introduced the report and welcomed Bernie Donnelly to the meeting. In 
terms of strategic planning Fiona advised the meeting that the Executive Team 
have taken the opportunity to review the direction of SCH in preparation for 
working up the new Delivery Plan, a draft of which will be brought back to the 
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next meeting of the Board. There are some significant financial challenges and 
Fiona has been working closely with Sam.  
 
In terms of Covid the blended ways of working model is progressing and staff 
have welcomed the change. 
 
The main performance challenge is around managing voids, where SCH are 
currently turning them around in an average of 35 days which is in line with the 
rest of the sector. Later on the agenda the Board will be asked to consider 
investing additional resources into voids management to improve the 
performance in this area.  
 
Mary Morrissey confirmed that she is supportive of the approach to improve the 
performance.  Fiona advised Board members that the SCHape panel are going 
to look at voids as their first review.  
 
A stakeholder survey has recently been sent out to Board members, managers 
and partners and ELT are currently considering that and will respond to the 
challenge to rationalise the risk register and will bring this back to the next 
meeting of Audit and Risk Committee. 
 
There have been changes in the British Standard for sprinkler systems and 
Asset Management colleagues are currently working up a report to request 
additional funding from SMBC, to fund the significant impact those changes will 
have on the current programme. 
 
Fiona drew members’ attention to the information contained at the end of the 
report in terms of Governance and proposed dates for future Board meetings 
moving to four Board meetings to coincide with quarterly reporting schedules.  
 
Finally, Fiona ended her presentation of the report with some positive news 
about several awards SCH have been shortlisted for.  
  
The Chair was pleased to acknowledge the positive achievements of being 
shortlisted and winners especially considering the background of Covid-19. 
 
 DECISION 
 
(i) NOTED  the contents of the report 

Bernie Donnelly left the meeting. 
 

7. SCH ASSET MANAGEMENT SERVICE – ASSET MANAGEMENT REVIEW   
 
Fiona introduced the report and advised that she had requested a third-party 
review of Asset Management which had been undertaken by HouseMark.  
 
The scope of the review was set out in paragraph 3.3 and the methodology at 
paragraph 3.4, which also identified areas which may require further review 
such as Compliance functions. 
 
Fiona drew members’ attention to 4.2 of the report which details the headline 
findings which include capacity and skills gaps.  Fiona explained that a key 
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theme of the findings is the quality of the data and interrogation of systems to 
provide assurance and accuracy of data.  
 
The need for a targeted review of Compliance is set out at 4.3.3 of the report 
with the key headlines being the resourcing of the team, along with the 
qualifications of staff particularly, in light of the Building Safety Bill and issues 
around asbestos removal and management.  
 
In terms of fire risk a number of points were identified by the review around how 
we track actions that come out of the fire risk assessments and evidence of the 
follow on work.  Details of the actions taken by ELT are set out in section 5.2 of 
the report and their primary focus was to address the red rated actions within 
the action plan, they have developed a service improvement plan and are 
beginning to develop a data strategy to enable more assurance around data 
integrity alongside ongoing reporting on risk and mitigations. 
 
Fiona drew members’ attention to Section 6 of the report and associated 
appendices which include the original action plan presented by HouseMark. 
HouseMark have been commissioned to carry out a 3-month and 6-month 
review of progress.  The position as at the 3-month review is included in the 
Appendix, which shows that there are no red actions outstanding. In terms of 
fire risk assessments, it is important to recognise that the findings of the review 
team are that SCH are carrying out and properly conducting fire risk 
assessments and have a robust inspection regime which is up to date.  
 
Fiona assured members that HouseMark have not found any evidence that 
SCH have any disproportionate number of fire risk actions outstanding, but we 
must have a system in place to demonstrate tracking of those actions on a 
weekly basis.  The intention is to continue with the high-rise fire risk 
assessments being carried out by an external organisation but there is a 
financial implication to this. 
 
Fiona briefly ran through the information contained within Section 7 of the 
report highlighting the requirement for a robust training plan to address skills 
gaps and work has commenced on developing the training plan. 
 
Information on progress against the action plan and how we are responding to 
the issues and reporting on them is set out in Section 8. Fiona advised that she 
had updated Councillor Grinsell and raised the issues with SMBC through 
dialogue with Mary Morrissey and the Building Safety Board. 
 
In conclusion Fiona confirmed that it had made difficult reading and as Chief 
Executive she accepts overall responsibility for the actions that need to be put 
in place to respond to the review findings. The results of the 6-month review will 
come back to the Board in the new year.  
 
Board expressed concern over having adequate assurance around data in 
future and were encouraged to raise any concerns with the Chair so that he can 
ensure that they are addressed through the Executive Leadership Team. 
 
Board was concerned about the impact on staff morale arising from the review 
and were assured that the Executive Team have been honest with staff and we 
are working to ensure they feel valued through training and investment in them.  
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HouseMark has brought additional expertise into the team which has been 
helpful, and they will be working with us to shape things going forward. 
 
Mary Morrissey confirmed she had discussions with ELT and has put on record 
the Council’s disappointment at some of the issues. It is however, good to see 
that the issues are being dealt with swiftly. 
 
DECISION 
 
(i) NOTED   the content of the report 

8. HEATH AND SAFETY QUARTERLY REPORT – QUARTER 1 
 
Mark Wills introduced the report advising members that the Building Safety 
element of the report has been removed and information is now contained 
within Appendix 1 of the report. Information contained in the appendix includes 
the Home Safety Duty compliance which had been discussed in the previous 
item. 
 
Mark drew members’ attention to the information contained within Appendix 2 
which outlines a detailed narrative around accidents and near misses for the 
period April to June 2021. There were 20 reported incidents 11 involving 
employees and 9 involving residents. 
 
Mark also wanted to draw attention to legislative updates particularly around 
the Fire Safety Act which was enacted in April this year and will come into force 
towards the end of this year or by April 2022. The Building Safety Bill has been 
reintroduced as a final draft; useful links are available in the report.  
 
Board requested benchmarking against others in the sector for comparison 
purposes.   
 
DECISION 
 

(i) NOTED  the content of the report 
 

(ii) NOTED Appendix 1 – Report on SCH compliance with Home 
Standard Duty 
  

(iii) NOTED Appendix 2 – Accident/Incident Reporting Analysis Quarter 
1 2021/22 

        

9. 9.  BUILDING SAFETY REFORMS 

10. Fiona introduced the report the purpose of which is to enable a more detailed 
understanding of the Board’s role and responsibility around oversight of Building 
Safety. 

11.  

12. Fiona drew members’ attention to the diagram and accompanying narrative 
information contained within Appendices 1 and 2 which sets out the roles and 
responsibilities in relation to Council residential accommodation.  The report will go to 
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the Council’s Corporate Leadership team later this week before going to the full 
Cabinet. 

13.  

14. In terms of the roles and responsibilities Fiona explained that the Council sit at the top 
of the diagram as they are accountable for Building Safety. The Building Safety 
Legislation requires a person to be listed as the accountable person within a landlord 
body, in the case of SMBC they have agreed that this will be Mary Morrissey, with 
delivery being the responsibility of SCH. The bottom box of the diagram sets out SCH’s 
role in relation to Building Safety, the context for SCH is to provide assurance that we 
are adequately managing the delivery of building safety.  The role of the Council is to 
provide oversight and scrutiny and will be carried out through the Quarterly Monitoring 
Board.  

15.  

16. Fiona advised members that currently the performance dashboard includes Mark 
Wills’ report, but we are in discussion with SMBC to consider a more comprehensive 
way of providing that assurance.   

17.  

18. Fiona drew members’ attention to the information contained within Section 4.3 which 
sets out the set of actions associated with the Fire Safety Act and the key elements 
SCH need to deliver and offer assurance to the Council i.e., inspection of fire doors 
and a new regime for fire doors in communal areas. We are also required to consult 
with vulnerable residents on providing a personal evacuation plan.   

19.  
20. We will employ a team of staff which will include a Building Safety Manager for every 

six high rise blocks, including management resource and admin resource. The team 
will be responsible for completing building safety cases for all high-rise buildings which 
will include everything to do with building safety for each of our blocks, in addition to 
that a resident engagement strategy will be required as we are entering into a more 
rigorous reporting regime.  

21.  
22. Item 6 of the report covers Governance, and the SCH Building Safety group Terms of 

Reference is included but this will need to be refreshed as will the group membership. 
The Policy fundamentally sets out two main areas; fire and asbestos, other policy 
areas also need to be strengthened. The financial implications of all this are set out in 
section 7.  

23.  
24. Fiona reiterated the importance of the Board obtaining training to understand the new 

role for the Board in scrutiny and challenge. 
25.  
26. Mary Morrissey advised the meeting that she had been working closely with Mark and 

Fiona and does not expect to see too many changes when the Bill comes into force 
and has confidence in the Governance arrangements. 

 

27. DECISION 

(i) NOTED  the content of the report and commentary relating to the 
delivery of building safety, assurance, governance and 
financial implications 

. 

(ii) NOTED  the content of the Building Safety Bill Essential Guide as 
referred to in Section 3.1 
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(iii) NOTED the Chair requested training of Board members to fully 
understand their role in the Governance of the delivery of 
Building Safety on behalf of SMBC. 

Mark Wills left the meeting. 

10.  NATIONAL FEDERATION OF HOUSING CODE OF GOVERNANCE 
COMPLIANCE 

28. The Chair introduced the report commenting that the report was self-explanatory. 
Fiona advised members that the code of guidance is a useful tool, the appendix within 
the report sets out areas SCH need to move forward within to help with compliance.  

29. There were no questions/comments. 

DECISION 

(i) NOTED   the results of the compliance against the National 
 Housing Federation Code of Governance 
 

(ii) APPROVED  the action plan to address areas of non-compliance 
 with the Code of Governance 
 

(iii) ADOPTED  the National Housing Federation Code of Governance 

 

11.  REVENUE AND CAPITAL FINANCIAL MONITORING & FORECAST 2021/22 – 
JUNE 2021 (QUARTER 1) 

Sam introduced the report commenting that the look of the report had been 
refreshed and the new look report concentrates on strategic issues, the detail of 
which can be seen in Appendix 1. 
 
The loss forecast is £512k. Capital is, as usual, underspent and we are forecasting 
a £7 million underspend which is approximately 23% of the total programme. At 
the mid-year review, we will examine which schemes we will carry forward to next 
year.  
 
Section 4 of the report details information on the strategic issues of services 
recovering from Covid-19. It also focuses on the Asset Management costs 
associated with the review and fire safety. The report also details a number of 
financial risks at 4.17. The impending pay award for staff is also a cost pressure, 
members will recall that this was originally taken out of the budget forecasts, 
negotiations with Trade Unions are still ongoing so the exact cost is not yet known. 
The costs of cleaning contracts are also a cost pressure as they are set to rise.  
 
5.3 of the report sets out the details of several projects which have commenced 
across SCH which are likely to have cost pressures associated with them, not least 
the extra funding required to change the sprinklers to fit with the new safety 
standards. 
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Section 7 details the reserves and the usage of those reserves and particularly the 
approval from Board to use £160k for pay award pressures and a further £770k set 
out in the decision recommendations. 
 
Sam advised Board members that rent and debt improvements are in line with 
previous assumptions and therefore we are not forecasting a cost pressure there.  
 
Board asked for clarity around the negative pension valuation and minimum levels 
of reserves and were advised that the pensions deficit is a technical financial 
accountancy matter. Under Accountancy rules we must show whether there is a 
gap in the pension pot should everyone draw on the pension they are entitled to at 
a specific point in time. The Council underwrite that debt as should SCH cease to 
exist the Council would be responsible for those pensions.  In terms of the minimal 
level of reserves, there are two notable balance levels; External Audit advocate the 
minimum level of HRA reserves should be £2 million the SCH balance minimum is 
£1.5 million. 
 

DECISION 

(i) NOTED the original forecast to the year end for the current 
financial year 2021/22. 

 
(ii) APPROVED the use of £421k from the Budget Strategy Reserve 

to address the extraordinary pressures in year for: - 
 

 the Covid related service recovery costs of £332k  

 the additional pressures associated with addressing fire 
safety legislation of £89k. 

 
(iii) NOTED the revised net current forecast of £91K overspend will 

be reviewed by ELT and options to mitigate the projected 
overspend will be formulated for the next Board meeting (subject 
to Board approving recommendations (ii), (iv) and (v)).  

 
(iv) APPROVED the use of £349k from the Budget Strategy Reserve 

to address new pressures not included in the forecast for: -  

 addressing void backlog repairs of £231k 

 fire risk assessments £58k 

 stock condition surveys £60k 
 
(v) APPROVED the use of the Budget Strategy Reserve to fund the 

Local Government pay award for 2021. The actual amount to be 
confirmed once the award is agreed nationally. 

 
(vi) NOTED the progress on delivery of 2021/22 planned savings.  

 
(vii) NOTED the current and forecast reserves position. 

 
12.  BUDGET STRATEGY REVIEW 2022/23 – 2024/25 

 
Sam Gilbert introduced the report advising that the first stage of the budget 
preparation is to establish the HRA budget, it is necessary to format the total pot 
before setting the management fee. Following approval by the Board the Council 

Page 9



SOLIHULL COMMUNITY HOUSING BOARD MEETING – 27 SEPTEMBER 2021 

 

will be considering their budget for SCH in the same week as the November 
Board meeting. Sam drew members’ attention to the information contained within 
the table at Figure one page 172 of the report.  
 
Sam ran through the headlines of the report and advised that the SCH 
management fee is likely to reduce from £19.568 million to £18.753 which is a 
reduction of £755k. There is an increase in prudential borrowing costs shown at 
Appendix A as Board members will recall we are funding the Spandrel Panel 
installation and Developments through prudential borrowing which results in less 
funding for the management fee. Key assumptions are that rent will increase by 
CPI + 1% maximum, the office of budget responsibility is forecasting CPI at 1.6% 
and by 2026/27 3.0%. We set our rents based on CPI in September prior to the 
next financial year, we should know by November what the increase will look like. 
There is continued volatility with CPI and percentages can move quickly. 
 
In terms of bad debt provision, this is covered in 8.6-8.9.   
 
Sam advised members that there is an increase in the contracts and those 
increases are usually set using CPI and RPI, the contribution to the Council’s 
Environmental Maintenance contract has increased from £632k to £814k.  
 
Sam drew members’ attention to 8.12 of the report, which details the usual 
assumptions.  Other notable SCH pressures are detailed in table 2 of the report, 
Building Safety is the number one pressure, with a high level of investment being 
required.  Housing Options funded activity and money advice funding also 
attributes to cost pressures alongside the investment in Workflow to improve data 
quality and manipulation of data.  Sam advised members of the future cost 
pressures around pay inflation, inflation in the cost of materials, significant 
pressures to the reserves are shown in Appendix B. Section 13 sets out the costs 
associated with Risk Management and Legislative requirements of building 
safety.  
 
Board queried whether the work undertaken by the Money Advice Team could 
be outsourced to Citizens Advice and were assured that this would be considered 
as part of the review of Income Collection but the Money Advice Team do have 
different funding streams and are an incredibly valuable service. 
 
Board asked the Executive to consider how the Home Options Service can be 
supported when the Flexible Homeless Service Grant (FHSG) ends in 
September 2022.  
 
DECISION 
 

(i) NOTED the outline HRA budgets for 2022/23 – 2024/25. 
(ii) NOTED the indicative SCH Management Fee for 2022/23 of 

£18.793m. 
(iii) NOTED that the detailed review of the future capital investment is 

ongoing as set out in paragraphs 6.5 to 6.8. 
(iv) RECEIVED a further report for the detailed 2022/23 SCH operating 

budget on 29 November 2021 for approval. 
(v) NOTED the SCH reserves position. 
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13.   PERFORMANCE EXCEPTION REPORT 
 
Kevin introduced the report for noting advising the Board that the headlines are 
that performance is fairly consistent in Quarter 1. Kevin reminded the Board that 
we are currently transitioning from BMG to Acuity in terms of customer 
satisfaction data collection. 
 
DECISION 
 

(i) NOTED  The overall performance outturn and the 
commentary, listed in Appendix A, on those KPIs where targets 
have not been met. 

 
 

14.   HUMAN RESOURCES, EQUALITIES AND REUMERATION CHAIR’S 
REPORT FOR THE MEETING HELD ON 12 JULY 2021 

 
Jenny gave a brief overview of the Human Resources, Equalities and Diversity 
Committee’s meeting, confirming that they had considered the forward look at 
the Gender Pay Gap report and Public Sector Equality Duty and received an 
update on policy and employee wellbeing. Sickness levels at the time had 
reduced significantly. 
 
DECISION 
 

(i) NOTED  the actions taken by the Committee 
 

15.   HOUSING OPERATIONS COMMITTEE CHAIR’S REPORT FOR THE MEETING 
HELD ON 13 SEPTEMBER 2021  

Chris Williams had produced a written report prior to the meeting. 

DECISION 
 

(i) NOTED  the actions taken by the Committee 
 

16.  BOARD FORWARD PLAN 

The Chair confirmed a discussion should take place about when the Board 
might want to consider the Asset Management Strategy and Emergency and 
Environmental Strategy. 

 

17.  ANY OTHER BUSINESS 

There was no new business. 

18.  REVIEW OF THE MEETING 
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The overwhelming theme of the review of the meeting from Board members was 
that there were lots of issues to consider, they understood that there were tricky 
issues ahead but that it high-lighted the need to work together to overcome those. 
There was lots of positivity mixed with interpretation and confidence that as a 
Board they can come together to provide strong Governance and Leadership.  
Those feelings were mirrored by the Executive Leadership Team and despite the 
challenging themes of some of the reports, felt that the Board had fully supported 
them and appreciated the transparency and feeling of partnership working. Fiona 
added that as CEO she wanted to thank the Board for their support and challenge 
and for the opportunity to discuss the issues in more depth.  

19. NEXT MEETING DATE   
 
The next meeting will take place at Endeavour House on 29 November 2021. 
 
 

The meeting ended at 20.40 
 
 

Signed by chair: ……………………………………………. 
 
Date: …………………………………………………………. 
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SOLIHULL COMMUNITY HOUSING 

MINUTES OF THE  
ANNUAL GENERAL MEETING HELD ON 

MONDAY 27 SEPTEMBER 2021 

HELD VIA WEBEX VIDEO CONFERENCING 
 

Present: Andrew Kinsey Solicitor to the Council – SMBC   
 
In attendance:  Richard Hyde, David Bell, Jenny Fletcher, Nigel Page, April 

Halpin, Louise Tubbs, Chris Williams, David Pinwell 
 
Officers: Fiona Hughes, Mark Pinnell, Surjit Balu, Kevin Bennett, Sam 

Gilbert, Mary Morrissey, Mark Wills, Mary Moroney, Barbara 
Griffiths (Minutes) 

 
Observing: Bernie Donnelly - SCHape Panel Member 
  
 
Annual General Meeting was opened at 6 pm 
 
Andrew Kinsey Solicitor to the Council opened the Annual General Meeting and 
informed members he was in attendance as the Council’s representative to share 
the views of the shareholder. All items on the agenda were accepted. 
 
DECISION                   The Shareholder 
 
(i)  RECEIVED              the annual report and accounts for the year ended 31 

March 2021.  
 
(ii)  AGREED  to re-appoint RSM UK Audit LLP for external audit and tax 

advice and to authorise the Board to fix their remuneration.  
 
(iii)  APPOINTED  Richard Hyde as Chair of the Board for a second term of 

office (period of three years from the AGM). 
 
(iv) APPOINTED          April Halpin as a Tenant Board Member for a period of 

three years from the AGM (first AGM since appointment at 
the end of March 2021).         

 
 
The Annual General Meeting was closed at 6.04 pm. 
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Solihull Community Housing Board Action Log 

 

Green = completed and will be removed from next log and a record is kept by the Governance Team 

Amber = in progress due to be completed by due date 

Red = not completed or unlikely to be completed by due date 

 

1. Actions outstanding / pending / in progress  

Ref Action Responsible 
Person 

Due Date Comments Status 

0920-1 Board asked for some 
recognition of the 
contribution of members 
of the former Scrutiny 
Panel who will no longer 
be part of the SCHape 
Tenants Panel 

Kevin 
Bennett 

December 
2021 

In consultation with the Chair of the Board it has been agreed 
that in view of the length of time that has now elapsed that 
letters of appreciation are to be sent to the former Scrutiny 
Panel members thanking them for their contribution   

 

0921-1 Board requested Health 
& Safety Benchmarking 
Data for Comparison 
Purposes 

Mark Pinnell 
/Mark Wills 

February 
2022 

  

0921-2 Board Training on 
responsibilities in relation 
to Building Safety to be 
arranged 

Fiona 
Hughes 

June 2022 Proposed training session for Board members to take place on 
7 June 2022 (afternoon)  

 

0921-3 Board asked the 
Executive to consider 
how the Home Options 
Service can be supported 
when the Flexible 
Homeless Service Grant 

Surjit Balu September 
2022 
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(FHSG) ends in 
September 2022.  
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SOLIHULL COMMUNITY HOUSING 

 
BOARD MEETING: MONDAY 29 NOVEMBER 2021 

 
REPORT OF THE CHIEF EXECUTIVE 

 

Chief Executive’s Update 

 

1. Purpose of Report 
 
1.1 This report sets out key areas of progress delivered through the Chief 

Executive since the last Board meeting and provides an update to the Board. 
 
2. Recommendation – Item for Noting  
 
2.1 The Board is recommended to: 
 

(i) NOTE  the content of the report. 
 

3. Executive Team  
 
3.1 Board members will be aware that Kevin Bennett has resigned from his post 

and will be leaving SCH at the end of January 2022.  During his time at SCH, 
Kevin has progressed a number of important threads of work, including taking 
forward our customer experience work, and of course it will be important that 
we maintain momentum in this.  As Chief Executive, I am currently reviewing 
transitional and longer-term arrangements to cover these work areas when 
Kevin leaves SCH.  On a personal note, I am very sorry to see Kevin move on 
from SCH but recognise that the position Kevin has secured provides a great 
opportunity for him and of course, I wish him every success.  

 
4. Quarterly Monitoring Board 

4.1 As Board members will know, as part of our formal review framework, set out 
in our management agreement with SMBC, we have a quarterly review 
meeting.  This is known as the Quarterly Monitoring Board (QMB).  SCH 
present our quarterly monitoring dashboard at each meeting which provides 
high level performance information to SMBC on the key areas of our delivery 
and the dashboard for quarter 2 is attached at appendix 1.  The meeting is 
attended by the SCH chair, myself and relevant SCH Executive Directors. 

4.2 At the quarter 2 meeting, there were a number of key issues discussed.  
Notably, SCH reported on our action plan to address void performance and in 
this context, advised QMB that the Board have made available additional 
resource to underpin the action plan.  In addition, given the number of service 
areas now included in our customer satisfaction work and the fact that we 
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have now launched our customer perception (STAR) tracker, we also 
received QMB support to report to them, only two headline customer 
performance indicators for the remainder of the year. These will be Overall 
Customer Satisfaction (transactional) and Overall Customer Satisfaction 
(Perception – STAR) with targets of 85% and 78% respectively.  Customer 
satisfaction performance will be available on all other service areas and will 
provide more granular detail on request or by exception if the headline 
indicators fall into red.  The performance report at agenda item 11, asks for 
Board approval to adopt the same approach in terms of SCH Board in order to 
remain consistent.  QMB also received a presentation from Acuity – our 
external partner on customer experience and this presentation was well 
received.  

 
4.3 Other matters featuring in the discussion at QMB were: 

 An update on the Asset Management Improvement Plan  

 An update on the implementation of Rentsense  

 An update on the Performance & Partnership Group highlighting good 
collaboration and focus areas year to date between SCH and SMBC. 

 
4.4 QMB for quarter 3 will take place on 7 February 2022. 

 
5. Asset Management Review and Improvement Plan  
 
5.1 Board members will note that you received a detailed report at the last 

meeting which set out the findings of a review of the asset management 
service along with an action plan which highlighted a number of key urgent 
red rag rated improvements needed.  I reported that since the review in June 
2021, an improvement plan has been developed and HouseMark (the 
reviewing organisation) had provided a 3-month progress statement against 
the plan and this reported that the previous 17 red rag rated actions are now 
either green or amber.    HouseMark are now working to provide a 6-month 
progress statement which will be available mid-January.  This 6-month review 
will be presented to the chair and should anything require urgent escalation to 
Board, this will be done through a special Board meeting. However, if 
progress is satisfactory, the 6-month review will be presented to Board at the 
SCH Board meeting in February.   

 
5.2 I am pleased to report that since the 3-month report, further progress has 

been made on the following actions: 

 The asbestos register is now fully uploaded into Open housing and 
therefore accessible to contractors  

 High rise Fire Risk Assessments have been externalised following a 
procurement process and will commence on 22 November and are 
expected to be completed by 16 December 

 Reporting on FRA remedial actions is in place 

 Capita health check has been completed for Compliance, Voids, and 
Insight Reporter, further health checks are booked in the new year to 
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focus on repairs and total mobile. Recommendations and findings will 
be progressed through the Digital Transformation Board. 

 A comprehensive staff training programme for compliance is in place 

and is being delivered. To date 86% of the high-risk training has been 

completed, with three members of staff still to complete, which were 

delayed due to illness and a bereavement.  

5.3 In the context of the above, the corporate risk register has now been updated 
and now stands at a net level 5 risk.  This is attached at appendix 2. 

6. Inclusive Services Register 

6.1 This is a piece of work developed over the past year to enable SCH to meet 
additional support to our customers who need it.   

6.2 Previously, SCH captured data on residents’ vulnerability, for instance, 
whether a resident had a sight impairment, dyslexia, or mobility issue.  
However, in many cases we did not record what this meant to the resident. 

6.3 The Inclusive Services Register (ISR) changes the focus of data collection 
from the type of vulnerability a resident has, to the adjustments we need to 
make to the way we deliver services because of a vulnerability. This ensures 
that we tailor the services we provide to the needs of the resident, rather than 
making assumptions based on a resident’s particular circumstances, leading 
to more fair and equitable access for all residents. 

6.4 Residents will be asked to register any adjustments they require because of a 
vulnerability. My SCH Account will be the main data collection tool but other 
referral methods are available and those residents who currently have a 
vulnerability registered with SCH and Safe and Sound residents will be 
contacted directly to ascertain if they would like to be included on the ISR. 

6.5 The Inclusive Services Register will be launched in the December issue of the 
Residents Newsletter and will be followed with a series of pop-up events and 
social media campaign throughout Q4 2021. 

7. Employment Support  

7.1 Board members will remember that you made available additional resource to 
enable us to support customers into employment to improve life chances.  I 
would like to update on the great work delivered through this over the past 
year. 

7.2 Last year we knew that unemployment had risen significantly across the 
borough especially for our youth. The trend data was indicating that this rise 
would continue, with potential to reach the serious hardship levels 
experienced during the last recession. It was recognised that there was a 
comprehensive and inclusive strategy to utilise the funding and DWP delivery 
becoming available across the borough but concern that SCH existing 
processes would not effectively utilise this support. The aim of a specific SCH 
resident employment and Skills delivery via a dedicated Officer was to ensure 
that our customers had awareness and access to these opportunities.  
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7.3 Since producing the initial employment and skills framework and delivery plan 
in March we have developed robust processes, communications and 
partnership working. This has established SCH as an integral part of the 
overall borough delivery and positively impacted on the lives and experience 
of our customers  

• The My SCH Knowledge staff portal provides all E & S information and 
a referral link to the Officer 

• All SCH customer processes mapped to identify appropriate customer 
referral into the provision touch points  

• The SCH Website allows customers to self-refer and provides 
information on all current opportunities 

• We deliver a schedule of information, advice and guidance sessions for 
individuals and groups for personal development, confidence and 
signposting into appropriate opportunities 

• Mentorship of the current apprentice cohort is supporting their journey 
and positive outcomes into employment were secured for the two 
previous cohort apprentices 

• A network of employers and training providers has been established  
• A specific activity plan has been produced to support the employment 

and skills needs during the Kingshurst regeneration process 
• A development programme and recruitment schedule is being 

delivered to support the SMBC Kick-Start placement project with 5 
young people employed to date and 5 more pipelined  

• 62 customers have received direct support to date with 18 supported 
into employment or training  

 
7.4 Case study - customer: A young person referred into our provision by a 

support worker from the Solihull Police Violence Reduction Unit. He lives in an 
SCH property with his parents and is known to our wider teams due to 
previous ASB issues. His previous work history was limited to some cash in 
hand work and his attitude also seemed to be letting him down. Initial 
meetings at community venues where he felt comfortable allowed a rapport to 
develop and for us to deliver activities to help support his personal and social 
skills. He has family contacts in the building trade and an interest in the work 
so as his confidence and behaviour improved, we were able to agree an 
employment action plan into construction. 

 
•    Sourced a free CSCS Health and safety course provider for the  
     qualification needed for everyone who wants to work on a building site  
•    Supported with the initial online training and modules for this CSCS    
    course 
•   Support to access funding for the CSCS card after successful completion of  
    the training  
•   Job search skills and specific targeted applications via employer network  
•   Support to access funding for PPE     

 
7.5 There are also wider business support and added value through the project: 

•  We are supporting the HR review of SCH recruitment processes and helped 
   new managers to recruit staff 
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•  Supporting the SMBC strategic delivery of the new care worker recruitment  
   project 
•  Providing guidance and job search support for SMBC and SCH fixed term 
   contract employees for positive progressions into alternative employment  
•  Providing the foundation and infrastructure for the development of a full  
   tenant academy delivery  
 

7.6 Case study – corporate impact: Our Employment and skills Officer is one of 
the SMBC team delivering the new “Care Training Initiative”. She is ensuring 
that SCH and our tenants actively contribute to the overall strategy and have 
opportunity to access all the provision. 

•   She wrote and delivered the SCH tenant consultation, providing insight into  
    the attitude towards and understanding of working in the care sector,  
    feeding this back to SMBC. 
•   She is communicating all training and development opportunities to our 
    residents and signposting into the provision  
•   Has involved our tenants in the initial sustainable travel pilot using a pool of  
    electric scooters for care work responsibilities  

 
8. Bangor House  

8.1 I would like to update Board on the great work delivered to address the 
difficult issue reported in the press around rubbish, in particular aeriel littering 
at Bangor House. There was already a focus on environmental ASB through 
the work of the North Locality Tasking and Delivery Group. This was also a 
priority for the September Impact Week during which West Midlands Police 
and SCH targeted specific sites including Bangor House. 

 A specific action plan was agreed and implemented. Collaborative 
surveillance and information gathering between SCH Neighbourhood Services 
and Customer Engagement teams provided intelligence sufficient to identify 
the specific flats suspected of causing the problems. The potential to 
implement a Community Protection Warning was agreed with SMBC 
Environmental Services and targeted door knocking took place. The approach 
of conversations focussed clearly on enforcement, given the impact in the 
local area and, there being no excuse for such behaviours.  

The door knocking exercise was followed with written communications to all 
tenants in the block, recognising that a very small minority were responsible 
for the issue, that it was unacceptable behaviour and explaining what actions 
had been taken to prevent it reoccurring. We included an offer to support the 
formation of a tenant litter picking group from the block in collaboration with 
our Love Solihull team partnership. This we believe will create a sense of 
pride and ownership, and act as a deterrent to those carrying out the littering. 

Since the targeted approach, the outcomes are as follows:  

 No further incidents of aerial littering 

 The block has remained very well presented 

 Significant positive community social media activity 
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 We have a Love Solihull recognised, Bangor House litter picking group 
with two members to date  

 

9. Asset Management Strategy  

9.1 We have agreed with SMBC that we will reset the timetable for the production 
of our joint asset management strategy.  This will now be a 10-year strategy – 
2023 – 2033 and will also incorporate our joint ambition relating to carbon 
reduction.   

9.2 A joint SCH and SMBC workshop will be held in January 2022 to include SCH 
Board representation.  The workshop will consolidate our joint ambition as 
well as consider our approach to stock investment.   

9.3 The draft strategy will be presented to Strategic Housing Board (a joint senior 
officer group chaired by the Director of Economy and Infrastructure – Mary 
Morrissey) and will then come to SCH Board and SMBC Cabinet. 

9.4 The development of the 10-year strategy will build on the work undertaken 
through the current interim 2-year strategy.  Key strands of work currently 
underway and contributing to the development of the new strategy are: 

 To continue modelling of asset performance through the modelling tool as 
more intelligent data develops and becomes available including a structured 
approach to option appraisals of lower performing stock. 

 To understand and analyse the emerging outcomes from the ongoing stock 
condition surveys (SCS).  To date we have 20% of the stock with new SCS 
in place and an ongoing commitment of 20% per year resulting in updated 
stock information every five years. Data from the SCS will be incorporated 
into the Asset Management Strategy and inform the capital investment 
programme. 

 To further consider the outcomes of the recently completed resident 
consultation exercise and determine the steps we can take to respond to 
local priorities relating to both ‘property’ and ‘place’ and the actions needed 
to improve performance and satisfaction with our homes and 
neighbourhoods. 

 To further align commitments to deliver net zero 

10. Workflow Update 

10.1 Significant effort and focus continues around the business case for SCH to 
invest in a ‘Workflow Solution’. The aim is to fundamentally strengthen the 
customer journey and experience across the organisation, whilst having a 
single overview of our customer records in one place. During Q3, focus has 
been around soft market testing to understand products and indicative costs 
from various suppliers (with the guidance of the procurement team). 
Demonstration sessions have been arranged for ELT and Board members to 
attend and get a feel for products with organisations who have been through 
the implementation journey first-hand. The full business case is scheduled for 
the Board meeting in February 2022. 
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11. Governance 
 
11.1 Our Board calendar is attached at appendix 3.  As discussed, at our previous 

Board meetings, we will be moving to a timetable of four Board meetings a 
year to fall as close as possible to the end of each quarter plus two training 
sessions and an away day.  It is proposed that the first training session will 
focus on risk management including a closer understanding of our revised 
corporate risk register.  It is proposed that the second training session will 
cover health and building safety.  The away day will focus on our annual 
planning process including the delivery plan and budget.   

 
11.2 Board are asked to note that further work is underway to progress Board 

recruitment with discussion ongoing with SMBC in relation to gathering 
thoughts on Board remuneration.  

 
 
 
REPORT AUTHOR:    Fiona Hughes  

Chief Executive 
    fionahughes@solihullcommunityhousing.org.uk 
    Tel: 0121 779 8812 
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Reporting Period: Q2 2021/22 Reporting Officer: Fiona Hughes Solihull Community Housing / SMBC 

 Quarterly Monitoring Dashboard  
Current Status (Q2):  Previous Status (Q1) 2021/22  

 

Performance Report (Summary) 
As at Q2   RED 12 AMBER 5  GREEN  15 

Ref  Title Target  Actual 
YTD 

Actual 
Sep  

Position 
last year 

Annual 
trend 

Comment 

WR15 Current tenants arrears as 
percentage of rent debit 

3.50% 4.10% 4.10% 4.17%  Whilst the arrears position is slightly down compared to quarter 1 (which returned at 3.83%), the position is an improvement compared to the same period in the last financial year (which stood at 4.17%).  
There has also been a positive improvement between August and September with arrears reducing from 4.21% to 4.10%. Contributing factors that have impacted performance include; significant numbers 
of households continuing to migrate to Universal Credit— 388 cases for the first half of the year, and a recent legal ruling in the case of Kalonga v Croydon which resulted in new notices having to be served 
and arrears action restarted.  This ruling only affects organisations that offer fixed term tenancies (SMBC are therefore affected by this ruling).  On a positive note, the government’s stay on evictions during 
the pandemic is now lifted, and government have also reverted back to one month notice periods (from 1st October) for notice seeking possession.  The go-live date for the RentSense analytics tool is an-
ticipated late November/early December, with  mobilisation progressing via User Acceptance Testing in October.  Following go-live of RentSense and with the continued work of the team, improvements in 
performance are anticipated during the latter quarters of this year, with a full realisation of the analytics tool expected over a 12 month period.  There is a an additional briefing paper on this KPI. 

AM1 Percentage of properties 
with valid gas certificate  

100.00% 99.83% 99.83% 99.99%  There was a slight decline in performance at the end of Q2, compared to the end of Q1. While we continue with all efforts to access these properties, eight out of the 14 cases involve residents with com-
plex issues surrounding access and the further six are to be progressed through for legal action. 

AM20 Average number of days 
to complete repairs 

7.50 10.75 11.91 4.87  Jobs that were paused due to COVID have now been completed and are included in return. Based on the IT System parameters paused days are counted and so this will increase the figure reported. Addi-
tionally a number of additional repairs have been reported in a close proximity of time due to the opening of the repair telephone lines for new repair works. This combined with increasing staff absences 
due to COVID will also impact on Q1 and Q2 performance. Subcontractors have been instructed to assist with the situation.  

WB2 % major adaptation works 
completed on time  

99.00% 81.40% 92.00% 100.00%  It is anticipated that service improvements will not be realised until Q3/Q4. The service is recruiting agency staff to support the enhancement in service delivery that are now required. The service fore-
casts to achieve the targeted performance by the end of the financial year.     

VL1 Average re-let time of 
voids - days 

18 33 34 49  The average void turnaround remains over target. Factors that have prevented further improvement with this target for September:  the impact of the increased number of voids received and temporary 
accommodation properties that have required works from July and August, the number of voids under repair remains high additional resources were approved by SCH Board on 25/9/21 and the number of 
additional void properties received against forecast are predicted for completion by January 22. The number of fit for let properties continues to reduce, there were 60 refusals which is much higher than 
last month with some properties being refused more than once which continues to create extra work for staff and time lost. On a positive VL3 is reducing with 9 days to let being achieved for September 
with 65% of lettings completed within the 8-day target.  There is an additional briefing paper on void performance. 

VL13 
 

Percentage of  rent loss 
due to voids 

0.90% 1.67% 1.67% 1.32%  The number of lettable voids, see VL16, continues to reduce but at a slower rate than anticipated with the number of new voids running higher than projected.  

VL16 

 

Number of Lettable voids 85 146 146 115  The number of lettable voids has reduced this month from August, but the number of lettings was lower than the projected target lettings. At the end of September, the number of lettable voids was 60 
higher than target. During the September board meeting, approval was given to utilise SCH reserves to increase capacity via the support of contractors. Contractors and associated supply chains are cur-
rently  mobilising and we are planning to reduce the additional 60 by 15 per month between November and February. Voids and lettings were significantly impacted during the pandemic with government 
restricting housing movement, and we have seen the impact of this since the restrictions were lifted 

AM19 Satisfaction with response 
repairs service 

92.00% 88.59% 88.94% 90.50%  There has been a 2% increase in satisfaction for September compared to the previous month. The Responsive Repairs Team Manager is currently carrying out investigatory work on the September results 
with a particular focus on satisfaction and feedback from residents that live in a Bungalow. Any actions resulting will be introduced into future service delivery. Work is ongoing across asset management to 
improve text messaging to manage customer expectations, improve the Dodds integration with My SCH Portal and focussed training is being planned for operatives. 

VL19 

 

Satisfaction with new 
home 

87.00% 76.40%  88.24%  Residents awarded high ratings for the lettings process itself but are less satisfied with the condition of the property.  However, key driver analysis  found that the clarity of information provided at sign up, 
the explanation of tenant responsibilities and being easy to deal with were more important to residents in terms of their overall satisfaction.  The SCHape panel are carrying out a review of communications 
when allocating properties and adherence to the lettable standard. Recommendations for improvements will be taken to Housing Operations Committee in November. 

CR29 Satisfaction with customer 
service Contact Centre 

90.00% 84.79% 84.54% 83.73%  The data indicates that once connected to the Contact Centre tenants are highly satisfied with the service, with a slightly lower rating for SCH’s ability to answer the query at first contact. Reduced resources 
in the Contact Centre had impacted service delivery, however, further recruitment and training has been undertaken and this should have a positive impact moving into quarter 3. 

NS6 Satisfaction with ASB case 
handling 

87.00% 73.33% 68.18% 58.89%  Whist overall satisfaction remains below target, we are seeing a trend of higher ratings for several areas of service delivery (ease of reporting, being clear on what can be achieved, Officer dealing with the 
report in a reasonable time and final outcome). There is a slightly lower overall rating for how the complaint was investigated, keeping to action plan, and whether the situation has improved.  There are a 
significant number of activities underway to improve the level of resident satisfaction. The Neighbourhood Services Review is underway which aims to review and revise the model of delivery to make it 
more efficient and effective. The outcomes from the SMBC review of ASB will feed into this along with recommendations and actions from the Community Safety Partnership ASB priority workshop being 
led by SCH Officers.   

CR34 % Complaints resolved in 
timescale 

90.00% 79.67% 68.18% 69.23%  75 stage 1 complaints closed in qtr2 of which 59 were within time (10 days). 38 (51%) were upheld and 3 (4%) escalated to stage 2 in the process.  As at 15 October all the q2 complaints had been closed. 
The most significant issue with complaints dealt with outside timescales was the month of September and was largely due to staff shortages in one particular area of the business. Complaints audits are 
undertaken each month with feedback to the investigating officer and line manager.  Customer advocates are advising on outcomes to improve responses. 

HO3 Average stay in temporary 
accommodation (Budget 
hotels)  days 

10 26 16 17  Over half of households were supported out of budget hotel provision within 10 days. Overall average length of stay impacted significantly by a small number of households with limited move on options.   
The current position  is that the number of families in budget hotels has dropped below 10 for the first time since the pandemic began. 

HO5 Percentage of homeless 
approaches where pre-
vention or relief achieved 

50.00% 49.23% 52.84% 40.08%  Successful prevention and relief outcomes slightly under target percentage. Successful prevention outcomes remained high at 57.14% while successful relief outcomes were lower than previously at 
34.88%.  

WR3 Reduction in arrears MAT 
cases 

£275,000 £279,748 £54247 £296,976  Significant improvement following recruitment of additional staff. 

CR2 Overall satisfaction 
(transactional) 

85.00% 87.49% 88.16% 85.74%  The overall satisfaction is an aggregation of the various transactional surveys undertaken by acuity. 

CR28 Tenants using customer 
portal 

20.00% 30.55% 30.55% 22.10%  Push towards using digital services with around a third of tenants now signed up to use the customer portal. 
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Reporting Period: Q2 2021/22 Reporting Officer: Fiona Hughes Solihull Community Housing / SMBC 

 Quarterly Monitoring Dashboard  Current Status (Q2):  Previous Status (Q1)  

Delivery Plan  2021/22 Q2 Progress Update  (RAG = RED: Not done & will not be done; AMBER: Not met initial target but will be done in year (or approved carry forward) GREEN: complete 

Strategic  Aim 

Mile-

stones 

falling in 

Quarter  

Milestone 

RAG Rating  
 Description   Commentary  

   

Creating Homes  

(Asset Management and 
Development – Mark Pin-
nell) 

5 0 3 2 Amber: 

 

• Implement 'Golden Thread' approach to centralise building specific compliance / 
safety information in a central location with robust server resilience  

 

• Implement a public portal to report / record the 'Tenants Voice' for all safety relat-
ed issues - to include workflow and audit capability  

 
 

• Complete repairs staff focussed customer service training  

 

 

•  This work is in progress as a part of the Asset Management service improvement plan. Work on data integrity and systems is 
a medium to long term project which will be informed by emerging legislation.  Suggested carry forward to align with digital 
strategy and workflow project.  

•  QR systems are being finalised for the HRRBs. Safer Homes website has been updated with content and links live on the 
website. The Customer Engagement Team are organising and facilitating this programme of work.  

 

•  The Customer Engagement Team are organising and facilitating this programme of work.  

More than bricks and mor-

tar / strengthening com-

munities  

(Housing and Communities 

– Surjit Balu) 

6 0 2 4 Amber: 

 

•  Introduce a robust data insight and analytics tool to support the team in reducing 
arrears owed  

 

•  Deliver two pre tenancy workshops (half yearly)  

 

 

• In progress, due for go live end Nov/early Dec 2021.  Delayed from Q2 due to requirement for IT interdependencies  

 

 

• These will be online workshops, not face to face.  In person has been tried and tested previously and proven unsuccess-
ful.  Q2 workshop currently with Comms to convert into online visual.  

 

 

Strengthening Communi-

ties / Excellent Customer 

Service / Passion in People  

(Customer Services and 

Business Support – Kevin 

Bennett) 

12 0 5 7 Amber: 

 

• Develop documented Standard Operating Procedures  (SOPs) across key services 

areas as a prerequisite to Workflow mobilisation  

 

• Deliver the Contact Centre improvement plan and revised operating model focused 

on efficiency, quality and technology  

 

• Identify and internally recruit Inclusive Service / Vulnerability Champions 

 

• SCH will recognise high performance and outstanding organisational commitment 

throughout the business using a 'recognition' framework 

 

• Complete an options appraisal to benchmark existing property maintenance IT 

systems with new technologies to reduce costs, increase efficiency and improve 

tenant services  

 

 

•  Pending Workflow progression. A number of high level process flows have already been mapped across the business. Cur-

rent focus around compliance SOPs.  

 

• The contact centre improvement plan is progressing with new Contact Centre Operations Manager. Key focus areas around 

productivity, efficiency and quality to align to HouseMark benchmark performance for average speed of answer and CSAT. 

 

•  Will be completed in Q3-4 as part of the training and rollout of the ISR 

 

•  A recognition framework has been written and sits within the People Strategy. This has not been formally implemented in 

full yet, pending more localised pilots  and fine tuning.  

 

•  Given current operating environment, focus on compliance and system Health Checks, review timeline shifted to Q4 

Finance, Risk & Govern-

ance 

0 0 0 0   

Total 23 0 10 13    
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Corporate Risk Register in process of refresh 

New corporate risks below (and showing previous risks mapped across to new ones) 

1 Failure to ensure Building Safety in view of current and 
future Legislation  

• SCH0191 - Fire Safety; SCH0192 - Fire Safety; SCH0194 - Building 
Safety Compliance 

2 Failure to meet statutory requirements excluding build-
ing safety  

•  SCH0142 - Legal Action;  SCH0189 - Serious Data Breach;  
SCH0144 – Safeguarding; SCH0195 – ICO fine/ Ombudsman 

3 Insufficient resources to deliver SCH Delivery plan com-
mitments  

• SCH0137 Failure to balance budgets 

4 Failure to ensure health and safety of staff, contractors 
and customers  

• SCH0148 - Health & Safety  

5 Failure to deliver the outcomes defined in the People 
strategy  

• New risk  

6 Failure to deliver effective contract management  • SCH0136 – Contract Management 

7 Lack of Capital investment  •  SCH0190 - Dilapidating stock 

8 Failure to have robust systems and processed for data 
management  

•  SCH 0196 – Asset Management improvement plan 

9 Failure to have robust governance arrangements in place  • SCH0131- Poor Leadership from Board 

Key Activities for Next Quarter 

• Development of Delivery Plan in collaboration with teams across SCH as well as SMBC colleagues 
• Support 6 month progress statement of the Asset Management Review—due to Board early in 2022 
• Preparation for Budget Strategy process with regard to both the HRA and the SCH management fee 
• Further development of the Asset Management Strategy, including reframing the timetable and incorporation of carbon reduc-

tion planning 
• Further preparation for building safety regulatory changes 
• Finalisation of the refresh of the SCH corporate risk register 
• Implementation of the void project plan 

 

Horizon Scanning  

• Building Safety Bill published 

• £8.6bn funding allocation (linked to Affordable Housing Programme) 

• New Secretary of State, Michael Gove. MHCLG renamed: ‘Department for Levelling Up, Housing and Communities’ 

• Budget and Spending Review –27 October 2021 

• Covid-19 : furlough ended and £20 uplift to UC ceased. Notice periods returned to pre Covid lengths 

• Government announced new Household Support Fund of £500m available from 1 October to be distributed by Councils 

Housing Development Update [key: In pipeline = agreed for development; Potential = under discussion] 
*Please note that pipeline and potential schemes are all subject to change as they progress through the planning process 

Development No.  Tenure Type Stage Start Date Completion Comments 

Halifax Road 7 Shared ownership houses On-site Q4 2020/21 Q3 2021/22 On target to complete end of 
October  

Wagon Lane 15 Shared Ownership houses  On-site Q1 2021 Q2 2021/22 Completed September 

Lakeside 28 Supported accommodation Pipeline Q2 2022/23 Q3 2023/24 In for planning permission 

Kingshurst Village 

Centre 

c84 Mixed Pipeline Estimated 
Q3 2022/23 

 Progress scheme in conjunc-
tion with the Council 

Daylesford 1 & 2 

& Campden Green 

garage sites 

c18 Social Rent Pipeline Q4 2021/22 TBC In for planning permission 

Anglesey Avenue 5 Social Rent Pipeline  Q2 2022/23 Q3 2023/24 In for planning permission—
timescales align with Lakeside 

10 Year Budget Window (Changes to Assumptions) 

Assumption Impact 

Draft HRA budget for 
2022/23 to 2031/32 

Based upon the Budget 
reported to the SCH Board 
on 27th September 2021. 

•Note the graph  is yet to 
be updated. The HRA 
budget is currently being 
refreshed to reflect the 
revised Sep 2021 CPI of 
3.1% from 2%. This will 
see rent increases pro-
posed at 4.1% will be re-
ported to BSG and SCH 
Board in Nov 2021.  

2021/22 forecast 
deficit: £0.372m 

2022/23 to 2031/32 
Surplus:  £6.811m 
(revised from 
£3.574m) 

Retains a balanced 
forecast over the 4-
year budget window 
(2021/22 to 2024/25)   

Finance Report Q2 2021/22  
 

 Profile Spend Actual Spend Variance 

Management Fee Spend £10.181m £9.803m -£0.378m LESS 

Capital Spend £12.235m £8.049m -£4.186m LESS 

 

Savings  Red Amber  Green 

Total 2021/22: £2.938m £0 £0 £2.938m 

Total 2022/23: £0m £0 £0 £0 

Total 2023/24: £0m £0 £0 £0 

Financial Priorities  / Projects  

Both the HRA and the SCH budgets continue to be set on a break-even basis across a number of years thereby smoothing any peaks and 
troughs that may occur.  This continues to allow SCH to plan on a medium to long-term basis for both revenue and capital spend.  As part 
of the Quarter 1 financial update on 27th September 2021, the SCH Board approved the use of £0.930m from SCH Reserves in order to 
meet in year cost pressures within 2021/22; mostly relating to post-Covid service recovery and fire safety.  

Regulatory: Home Standard (Compliance—building safety and H&S requirements for tenants) 

See separate page 

Capital Projects 

Sprinklers: The original designs for the sprinkler project were developed against British Standard BS9251:2014 to ensure they com-
plied with a category 2 building. A consultation on a change to the BS9251:2014 was launched during January 2020 for a period of 

six months. Based on the consultation requirements, the Solihull Sprinkler Project remained within the Category 2 parameters. 

When the new British Standard was published on 30 June 2021, the requirements for the Solihull Sprinkler Project had significantly 
changed from Category 2 to Category 4. The new standard now applies to all residential buildings over 18m in height .The purpose 
of the revised standard is to enhance, further, the safety requirements for the installation of sprinkler systems. The implementation 
timescale is believed to be for all new installations from July 2021. The recommendation is that all of the HRRBs should have an 

operational sprinkler system that meets the new BS9251:2021 Standard. Progress on-site continues on the residential flats whilst 
the design works to the new 2021 British Standard are being finalised and agreed  

Spandrel Panels: Planning permission and Building control approval have been given for the 10 high rise buildings The Planning 
applications for the 6 high rise buildings in Kinghurst have been submitted and technical discussions continue with the Building Con-
trol Service. Procurement arrangements are likely to take place through the approved Consortium and Housing Investment Consor-
tium (CHIC) Procurement Framework . The anticipated commencement date for the project is January 2022.  
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Solihull Metropolitan Borough Council

19-November-2021

Risk Register Report
0

1

0 0 0

0 0

0 0Risk Register - Solihull Community Housing   Green   Amber 1   Red0 0

1 -2 î

Net Risk Level Summary

Net Risk Level Changes

Total  1

-21 î

Action ProgressRisk OwnerRisk Title Risk Ref Created Next Review Last Review 

Failure to deliver the SCH asset management  improvement plan in line with the recommendations made 

by the recent Asset Management review (Housemark)

Fiona Hughes

% complete 80

SCH0196 31/01/202219/11/202103/08/2021

Mitigating Actions Net 

Risk 

Gross

Risk Level

Potentially Caused by Potentially Leading to Target DateAction 

Status

Action 

Progress

Previous Net 

Risk 

•

 

Management progress monitored against improvement 

plan

Fiona Hughes

In Place  100

•

 

Governance arrangements for improvement plan

Fiona Hughes

In Place  100

•

 

External assessment to monitor progress

Fiona Hughes

31/01/2022In progress  50

•

 

Review of corporate and operational risk registers

Fiona Hughes

31/03/2022In progress  50

•

 

Appropriate management processes to ensure competent 

management control, decision making and reporting

Fiona Hughes

In Place  100

 5

Medium 

Likelihood

Medium 

Impact

 8

- Lack of dedicated management 

focus and oversight

- Insufficient resources to implement 

the plan

- Lack of governance oversight of 

progress against the asset 

management  service improvement 

plan

- Regulatory enforcement relating to SCH / 

SMBC 

- Inadequate compliance measures 

resulting in health and safety failing in 

relation to SCH customers and staff 

- Ineffective management decision making 

due to inadequate management data

- Poor value for money

- Poor service and reputational damage

 7 î
-2

Amber Amber

Risk  reviewed by Fiona Hughes on 19/11/21.

There has been good progress on mitigations and this is reflected in the new risk assessment.

19/11/2021

Review Comments
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Solihull Community Housing - Proposed Dates for Meetings 2022 

  

Training/Away Day – options highlighted 

Amended dates for full Board highlighted 

 

Date 
 

Meeting 

14 February Full Board 

21 February Housing Operations Committee 

  

7 March Audit & Risk Committee 

  

4 April Human Resources, Equalities & 
Remuneration Committee 

12/13 April (date to be agreed) Training – Risk Management  

  

3 May Full Board 

23 May  Housing Operations Committee 

  

7 June  Training – Building Safety 

20 June Audit & Risk Committee 

  

11 July Human Resources, Equalities & 
Remuneration Committee 

25 July Full Board  

  

12 September Housing Operations Committee 

  

  

10 October Audit & Risk Committee 

17 October Human Resources, Equalities & 
Remuneration Committee 

3 / 4 October (date to be agreed) 12.30 
pm start with light lunch and finish 
with dinner 

Away Day – Budget Planning/ 
Delivery Plan 2023  
  

  

8 November (Tuesday due to Scrutiny 
Board commitment for Sam on 7 
November) 

Full Board  

14 November Housing Operations 

  

12 December Audit & Risk Committee 
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Full Board 

 14 February   Review Q3 Data 

 3 May   Review Q4 Data for Performance and Health & Safety    

                                (no Finance Data) 

 25 July  Review Q4 Data for Finance and sign off accounts 
following external audit  
Review Q1 Data for Performance and Health & Safety 

 8 November  AGM and Q2 Data for Performance and Health  
& Safety. Q1 and Q2 Data for Finance 

 

Housing Operations Committee 

 21 February   Review Q3 Data 

 23 May  Review Q4 /Year End Data 

 12 September Review Q1 Data 

 14 November Review Q2 Data 

 

Audit & Risk Committee 

 7 March Scope External Audit  

 20 June Report on External Audit 

 10 October   

 12 December 

 

Human Resources, Equalities and Remuneration Committee 

 4 April 

 11 July 

 17 October 

 

Potential Dates for Training and Away Day 

 

Training 2 x 3 hour sessions in April and June 

 

April– Proposed topic Risk Management 

Venue: Endeavour House 

Tuesday 12 April  2 pm – 5 pm 

Wednesday 13 April  2 pm – 5 pm 

 

Proposed Topic – Building Safety 
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Venue: Endeavour House 

Tuesday 7 June   2 pm – 5 pm 

 

Away Day – Afternoon /Evening with dinner to  

finish 

 

Away Day - Budget /Delivery Plan /Training 

Venue: To be confirmed (local hotel) 

 

Monday 3 October   12.30 pm – 8 pm 

Tuesday 4 October  12.30 pm – 8 pm 

 

 

 

 

M. Moroney 

22 November 2021 
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 29 NOVEMBER 2021 
 

REPORT OF THE HEALTH, SAFETY & RISK TEAM SMBC 

Health and Safety Quarterly Report 

July - September 2021 (Quarter 2) 

1. Purpose of Report / Introduction 

1.1. The purpose of this report is to provide SCH Board with an update on legislative 

changes and guidance, corporate health and safety activity, any areas of specific 

concern and recommendations for improvement. 

1.2. The SCH Board, Chief Executive and Executive Leadership Team (ELT) have overall 

accountability and responsibility for ensuring the effective management of health and 

safety within SCH. The success of the Health and Safety Management System in 

place relies on the commitment, engagement and support from all levels of managers 

and employees in the organisation. 

1.3. The SMBC Health, Safety & Risk Team’s (HSRT) role is to provide health and safety 

competent assistance, advice and guidance in order to help the SCH Leadership 

Team to fulfil their health and safety responsibilities. 

2. Recommendation  

2.1. The Board is recommended to: 

(i) NOTE the contents of this report. 

(ii) NOTE Appendix 1 - Report on SCH Compliance with the Home Standard Duty 

(iii) NOTE Appendix 2 - Accident/Incident Reporting Analysis Q2 2021/22 

3. Regulatory Interventions 

3.1. The HSE have continued to undertake Covid-19 Secure Workplace visits to 

businesses to review working arrangements. There were no HSE visits made to SCH 

at the time of writing this report. 

3.2. There have been no regulatory interventions this quarter. 

4. Legislative / Guidance Updates 

4.1. A number of safety alerts, eBulletins and HSE weekly digests continue to be published 

by the HSE providing useful help and advice, mainly, but not solely, relating to keeping 
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workplaces and staff safe during the pandemic. The latest news, guidance and 

eBulletins can be accessed on the HSE website. 

 Working safely after coronavirus restrictions are lifted 

 Ventilating workspaces 

 Ladder safety 

 Weekly digest bulletins from HSE 

 Preventing Hand Arm Vibration Syndrome 

 Respiratory Protective Equipment (RPE) 

 Construction Bulletin  

 Building Safety Bulletin - including Building Safety Case principles 

 Launch of the HSE App (£2.99) for SME’s 

 Updated guidance for volunteering 

 Press releases re recent HSE court cases and prosecutions HSE Media Centre 

5. HSE Construction Health Inspection Initiative – October 2021 

5.1. October 2021 sees the start of a month-long HSE health initiative targeted at the 

construction sector.  The focus is on respiratory risks associated with exposure to dust 

with HSE inspectors visiting construction sites across Great Britain throughout the 

month. The initiative aims to: 

 Support HSE’s continuing strategy to improve the health of construction workers. 

 Support industry by raising awareness of health issues in relation to dust 

exposure. 

5.2. Construction dust is a slow killer and employers, small builders and workers need to 

be aware of how dangerous and hazardous it can be to workers’ long-term health. 

Inspectors will look to ensure those involved with construction projects know the risks, 

plan their work and use the right controls. Where poor standards are found, 

enforcement action will be taken.  

5.3.  Industry support for the initiative includes: 

 The Health in Construction Leadership Group (HCLG) Tier 1 contractor members 

carrying out their own site visits in October to assess measures in place to protect 

workers from respiratory risks from dust exposure and share insights with HSE. 
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HCLG will also be running a Together We Can Make the Change webinar on 19 

October 2021. 

 The launch of the Civil Engineering Contractors Association (CECA) Make a 

Change 2021 (SMAC-21) campaign on 11 October aiming to get everyone who 

works in construction to re-engage with their own health, safety and wellbeing. 

SMAC-21 material includes a revised series of ‘Conversation Starter‘ kits. 

6. Working safely during Coronavirus (Covid-19) outbreak 

6.1. The pandemic situation continues. Most workplace and social restrictions have now 

been lifted; however cases appear to be rising again nationally whilst producing this 

report.  

6.2. The risk of Covid-19 now needs to be treated alongside other workplace hazards and 

incorporated into existing task and workplace risk assessments, with proportionate 

controls introduced or maintained to prevent a Coronavirus outbreak occurring at work 

and to keep staff and customers safe. 

6.3. The Incident Response Team set up in SCH to respond to this (and other major 

incidents) has now been formally stood down.  

6.4. The HSRT has continued to support service areas in their review of their risk 

assessments as required during lockdown. 

7. Safer Homes - Social Housing White Paper - Government update 

7.1. A new expert group has been created to advise on improvements to the social housing 

sector. Experts from across the housing sector have been brought together to form a 

new expert panel to advise the government on the delivery of the social housing white 

paper. 

7.2. The panel will meet four times over the next year to provide scrutiny and advice as 

the government implements the social housing white paper. This follows extensive 

engagement with residents, housing associations and other stakeholders. 

7.3. The government has already made progress to improve the quality and safety of social 

housing - launching a review of the Decent Homes Standard, a working group on 

electrical safety, and holding a consultation on smoke and carbon monoxide alarms, 

as well as running a national campaign to raise awareness of how to seek redress 

when things go wrong. 

8. Building Safety  

8.1. The Building Safety Bill was reintroduced into the House of Commons at the start of 

July 2021 and is currently at Committee Stage. This is where potential amendments 

are discussed and made. A news article summarising the draft bill can be accessed 

here. 
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8.2. Committee stage is where detailed examination of the Bill takes place. The committee 

is able to take evidence from experts and interest groups from outside Parliament. 

8.3. Amendments (proposals for change) for discussion are selected by the chairman of 

the committee and only members of the committee can vote on amendments during 

committee stage. Amendments proposed by MPs to the Bill will be published daily 

and reprinted as a marshalled list of amendments for each day the committee 

discusses the Bill. 

8.4. Every clause in the Bill is agreed to, changed or removed from the Bill, although this 

may happen (particularly under a programme order) without debate. 

8.5. Once committee stage is finished, the Bill returns to the floor of the House of 

Commons for its report stage, where the amended Bill can be debated, and further 

amendments proposed. 

8.6. The HSE becomes the home of the new Building Safety Regulator (BSR) who will: 

 Be the statutory consultee for planning applications 

 Become the building control authority for high-rise buildings. 

 The Building Safety reforms introduce a new regulatory framework for high-rise 

buildings (currently 18 metres in height or have at least 7 storeys). These 

include: 

 Decision points will be introduced during design and construction 

 Giving dutyholders clear accountability and statutory responsibilities as buildings 

are designed, built, refurbished and occupied 

 A golden thread of building information - identified, stored and updated 

throughout the building's life cycle 

 Mandatory reporting of prescribed fire and structural safety occurrences to BSR 

 There will also be registers of: 

 Building inspectors and building control approvers 

 Occupied high-rise buildings. 

8.7. A number of draft regulations have been laid before Parliament, known as secondary 

legislation, these provide the detail of how the draft Building Safety Bill will be 

implemented. They include: 

 Draft regulations: The Higher-Risk Buildings (Descriptions and Supplementary 

Provisions) Regulations [2021] 

Page 38

https://www.hse.gov.uk/building-safety/planning.htm
https://www.hse.gov.uk/building-safety/roles.htm
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/997754/Scope_draft_regulations.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/997754/Scope_draft_regulations.pdf


   
  
 

 

 Draft regulations: The Building (Appointment of Persons, Industry Competence 

and Dutyholders) (England) Regulations [2021] 

 Draft regulations: The Architects (Fees for Services) Regulations [2022] 

 Draft regulations: The Building (Restricted Activities and Functions) (England) 

Regulations [2022] 

 Draft regulations: The Building Safety (Fees) Regulations [2022] 

 Draft regulations: The Construction Products Regulations 2022 

 The Building (Higher-Risk Buildings) (England) Regulations [2022] 

 Draft regulations: The Higher-Risk Buildings (Prescribed Principles for 

Management of Building Safety Risks) Regulations [2022] 

8.8. A number of factsheets that provide more information about the provisions in the 

Building Safety Bill and how they will be implemented have been published by the 

Government Building Safety Bill: factsheets - GOV.UK (www.gov.uk) 

8.9. The HSE, as already mentioned above, published guidance on Safety Case Principles 

for High-Rise Residential Buildings. For more information click the link to the HSE 

website. 

8.10. The HSE have produced a number of useful factsheets that give details about its early 

position on the regulatory approach of the Building Safety Regulator Health and Safety 

Executive: factsheets - GOV.UK (www.gov.uk)   

8.11. The HSE is setting up an interim residents’ panel to support the work underway to 

establish the Building Safety Regulator.   

8.12. The interim residents’ panel will build on the early work undertaken by HSE’s 

Residents’ Engagement Group and will perform an advisory role to help shape the 

new regulatory regime for high rise buildings. The panel will: 

 Help to design the Building Safety Bill’s statutory residents’ panel and how it will 

operate. 

 Help to set future policy and inform operational systems. 

 Assess how well we are communicating to residents across all channels. 

8.13. The HSE are inviting expressions of interest from perspective members to form the 

panel and seek both individual residents and organisations that represent the interests 

of residents. Find out more about the interim residents’ panel. 

8.14. The HSE have published new pages on their web site for Building Safety Building 

safety - HSE. 
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9. Grenfell Inquiry 

9.1. It is understood that the Grenfell Inquiry Phase 2 report will not be published until 

2022. It is likely that the Kensington and Chelsea Tenants Management Organisation 

(KCTMO) will come under criticism for how it handled complaints and tenant 

engagement, as well as how it handled outstanding actions from the fire safety risk 

assessment. 

9.2. A draft Public Accessible Standard - PAS 8673 Built environment - Framework for 

competence of individual Building Safety Managers and nominated individual 

Building Safety Managers – Specification has been published by the British Standards 

Institute (BSI) for public consultation. This ended in September 2021. The 'Built 

Environment Competence Programme' is an industry-led programme aiming to 

raise the standards of workforce competence across the built environment. The 

framework specifies building safety competence for the BSM's role, functions, 

activities and tasks.  

10. Fire Safety Act 2021 

10.1. The Fire Safety Act was enacted on 29 April 2021 and is yet to come into effect fully. 

The date for this is yet to be confirmed. It is likely that it will be following the publication 

of secondary legislation and risk-based guidance. The guidance, PAS 9980: Fire risk 

appraisal and assessment of external wall construction and cladding of existing 

blocks of flats – Code of practice, is due to be published in December 2021.  

10.2. This will give recommendations and guidance on undertaking a risk assessment of 

the external wall construction of a multi-occupied residential building. Its purpose is to 

help responsible persons assess the risk to occupants, from a fire spreading externally 

over or within the walls of the building and to decide whether remediation work is 

necessary. It will be applicable where the risk is known, or suspected, to arise from 

the presence of combustible materials within the construction of an external wall. 

10.3. Therefore, it is unlikely that the Fire Safety Act will be brought into operation until the 

end of this year or the beginning of 2022. 

11. Health and Safety Working Groups 

11.1. Building Safety Capital Projects Board meets monthly and is now attended by the 

Health, Safety and Risk Team (HSRT).  

11.2. The Building Safety Group met each month during this quarter, the last meeting being 

in September 2021. Outcomes, progress and actions are reported back to the 

Corporate Health and Safety Group.  

11.3. The HSRT continue to support the Asbestos Management Working Group. Regular 

updates and progress are reported to the Building Safety Group and the Corporate 

Health and Safety Group. The Head of Asset Management is the chair and lead of the 

Asbestos Management Working Group.  
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11.4. As part of managing health and safety within SCH the Corporate Health and Safety 

Group meet quarterly. This group deals with the wider aspects of health and safety 

across the organisation.  

11.5. The HSRT support the ELT meeting focusing on health and safety to review 

performance. This is supported by the HSRT. 

12. Health, Safety & Risk Support Team 

12.1. Jane Carter, Senior Health and Safety Advisor is continuing to provide health and 

safety support to SCH. This has mainly been on a remote basis during the Coronavirus 

outbreak. A new Health and Safety Advisor has joined the SMBC Health, Safety and 

Risk team, Bruce Joubert. Bruce is available to support SCH at times when Jane is 

unavailable. 

12.2. A brief summary of some of the advice and support that has been provided this quarter 

is outlined below: 

12.3. Work continues on finalising the Fire Safety Policies for SCH. The Fire Safety Policy 

for the managed housing service has a small number of questions to resolve. This will 

be undertaken by a small group of stakeholders from SCH in October 2021.  

12.4. Provided guidance on risk assessment and general health and safety support to 

responsive repairs and estate management. Training is now available on risk 

assessment via Learning Pool, including how to use the risk module within the SHE-

Assure system.  

12.5. A site visit is planned to Endeavour House in October 2021 as part of moving to a 

more face to face service, as required.  

12.6. Continued support provided to the Facilities Manager relating to Covid-19 precautions, 

workplace first aid and fire safety questions and advice. 

12.7. Continued support provided to the ongoing monthly Asbestos Working Group which 

has now successfully completed work on revising the Asbestos Policy and Asbestos 

Management Plan for SCH. 

12.8. Provided support re content of Fire Safety Action notices for high rise blocks. 

12.9. Ongoing review of incidents reported via the SHE-Assure system to ensure incident 

performance data provided is accurate. Information provided is slowly improving. 

12.10. Work has commenced on devising accident investigation training sessions for 

managers at SCH, utilising SHE-Assure to record the investigation and any actions 

arising.  

12.11. Support provided to the Incident Response Team (IRT) meetings to review SCH 

response to the Coronavirus pandemic. The IRT has now been stood down.  

Page 41



   
  
 

 

12.12. Attended the monthly Building Safety Meeting held each month this quarter. 

12.13. Continue to follow up the actions from both the responsive repairs and the estates 

management audit. 

12.14. The quarterly Corporate Health and Safety meeting was attended.  

12.15. Attended the JNCC Trade Union meeting held in April 2021. 

12.16. Continue to look at opportunities that SHE-Assure may offer for Building Safety 

management of information in order to make improvements. 

12.17. Continue to update SCH on changes, progress and updates to building and fire safety 

legislation. 

12.18. During periods of leave or other absence for Jane, the SMBC Health and Safety 

Support team can be contacted for support and guidance, email 

healthandsafetysupport@solihull.gov.uk. Mark Wills, Health, Safety & Risk Manager 

can also be contacted email mark.wills@solihull.gov.uk. 

13. Health and Safety Audits 

13.1. The current health and safety audit schedule has been reviewed. As part of returning 

to the workplace on a phased basis, a combination of workplace inspections and 

remote desktop audits of Directorate Plans on a Page is planned and due to start late 

Q3 2021/22. 

14. The Home Standard Duty 

14.1. Data on compliance with the Home Standard Duty for this quarter is included in 

Appendix 1.  

15. SHE-Assure Health and Safety Management System 

15.1. Work continues in the background by the HSRT configuring other modules that would 

benefit SCH. 

15.2. The risk module was launched late Summer 2021 and staff are being encouraged to 

use the module for undertaking their risk assessments. The risk module also provides 

an opportunity to report hazards, including those relating to property issues reported 

by tenants or SCH staff during their checks. 

15.3. The incident statistics attached to this report for this quarter have been taken from the 

SHE-Assure system. 

16. Accident/Incident Reporting Analysis Q2 2021/22 

16.1. There were a total of 22 incidents during this quarter. A detailed breakdown is 

appended to this report in Appendix 2. 
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16.2. There were 3 RIDDOR reportable incidents this quarter, all involving employees. One 

Covid-19 Reportable Disease and two over seven day lost time.  

17. Equality and Diversity Implications 

17.1. Equality and diversity is routinely considered by SCH when dealing with health 

and safety issues, for example when inspecting communal areas so that corridors and 

pathways are clear to ensure safety for people with mobility issues.  

 

 

REPORT AUTHORS: Jane Carter, Senior Health and Safety Advisor 

    SMBC Health, Safety & Risk Team 

    jane.carter@solihull.gov.uk 

     

Mark Wills, Health, Safety & Risk Manager 

    SMBC Health, Safety & Risk Team 

    mark.wills@solihull.gov.uk 

 

CONTRIBUTOR: Mark Pinnell, Executive Director Assets and Development (SCH) 

m.pinnell@solihull.gov.uk 
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 Project: Building Safety Compliance V1.0 

Home Standard – Key Compliance Framework 

 

Sponsor: Mark Pinnell Project Lead: Faye Williams / Mike Brymer Date: 2021/22 QTR 2 

Home Standard – Current Performance (QTR 2) 

Compliance 
Activity 

Total Number of 
required 

Inspections 

Number out of 
compliance 

Overall Compliance  
performance 

Gas Safety 
Servicing 8151 14 99.83% 
Annual Fire Risk 
Assessments 38 0 100.00% 
Low Rise Fire Risk 
Assessments 683 0 100.00% 
Asbestos 
Inspections 701 0 100.00% 
Legionella 
Monitoring 57 0 100.00% 
Passenger Lifts 
(LOLER) 77 0 100.00% 
Electrical 
Inspections - 
Communal 

701 0 100.00% 

*Electrical 
Inspections - 
Residential 

9782 353 96.40% 

Other than those considered under exception reporting there were no 
significant issues with building compliance performance. 
 
*Non regulatory electrical inspections  
(353 properties out of compliance 40 have never had an electrical inspection) 

Building Safety 
The Safety of our homes is the number one priority and we are committed to working with our residents and other partners to make sure our homes 
are the safest that they can be. 
Following the health check and subsequent deep dive into compliance completed by HouseMark, in Q1 a service improvement plan was developed to 
capture the key recommendations which related to IT systems, Resources, Competencies and Policies and Procedures.  
Below is a summary of progress so far. 
Asset Management Review 
Actions Completed 

  A new suite of management information reports has been developed to provide overview and assurance of compliance servicing/inspections 
and the completion of resulting remedial actions. 

 Documented process maps and operating procedures for compliance activities 
 Full data import of asbestos information into the single system of Open Housing to improve data quality and improved visibility of asbestos 

information for staff, contractors and customers  
 Successful recruitment of two long standing vacant asbestos posts from the existing staffing establishment and recruitment is nearing 

completion to a new post of Safer Homes Coordinator to support fire safety  
 Introduction of a training package to strengthen competency within the team to date. 

 Completion of IOSH Managing Safely 
 Completion of Level 2 Asset Management and Compliance  

 Capita health check of compliance functions within Open Housing carried out and recommendations made. 
In progress 

 More latterly, a corporate QA team has been formed to assist with the delivery of some actions within the service improvement plan 
 A health check of the Open Housing System by Capita in relation to the building safety functions that are operated from within the system, to 

date, – recommendations for improvements are overseen through the Digital Transformation Board and include: 
 Improvements to component and servicing cycles to introduce a MOT style for gas servicing. This allows us to maintain the anniversary 

date, while undertaking the service 56 days prior to the service due date. This gives a greater financial benefit and profiling of services. 
 Creation of additional property components to give an extended and more detailed range of compliance activities at property and block 

level to report exceptions against 
 Implementation of a Fire Risk Assessment module through Total Mobile and Open Housing 
 Implementation of an Asbestos re-inspection module through Total Mobile and Open Housing 

 Further health checks to be completed by Capita focusing on Insight reporting, Total Mobile, Voids, Repairs and Maintenance 
 Enhanced accredited training booked in for completion by end of Q3 

 (FPA) CO8 Fire Risk Management in Residential Properties 
 (BRE) Fire Door Installation, repair & maintenance 
 (FPA) Fire stopping & compartmentation 

 Revision and update of Fire Safety policy and procedures 
 Procurement of external accredited contractor to complete fire risk assessments to our high-risk blocks and provide quality assurance to our 

internally delivered low risk fire risk assessments. 
 Determination of funding for identified staffing structure to increase the capacity to support building safety 

Long term 
 Implementation of the corporate data strategy  

 Duplicate addresses within Open Housing to be removed, to ensure a full accurate master data set 
 Changes and updates to the master data set to be secure and transparent 
 Workflow project to automate manual processes 
 Review of future housing management system 

 Preparations for the Building Safety Bill including a Centralised repository for information (Golden thread) and new Building Safety Manger 
roles 
 Implementation of proposed team structure  
 Creation of new Building Safety Manager Role and job description 

Compliance Exception Reporting 
Gas Servicing 
There was a slight decline in performance at the end of Q2, compared to the end of Q1. While we continue with all efforts to access these properties, 
eight out of the 14 cases involve residents with complex issues surrounding access and the further six are to be progressed through for legal action. 
Electrical Servicing  
There has been a decline in performance at the end of Q2, due to refusal of access. Working with Legal Services, a change in the injunction process 
has been made, where the notice is now served on the property. This new process will result in improved access rates however the legal process is 
not a quick one.  

Background 
To comply with the Home Standard, all social landlords and 
Registered Providers have a legal obligation to ensure that their 
properties comply with health and safety requirements. 
SCH are committed to working towards to a zero approach to non-
compliance and to ensure all Legislative and British Standards are 
adhered to. 
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Incident/Accident/Near Miss 

Reporting Statistics

Quarter 2

July - September 2021-2022 

1
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Type of Incident Recorded Definition of Incident

Accidents

- Any unplanned event that results in injury or ill health to 

employees and tenants, where SCH has responsibility 

for cause of accident.

Near Miss Events

- Any unplanned event that did not result in injury, illness 

or damage but had the potential to do so.

Violent / Abusive / Behavioural 

Incidents

- Any incident in which a person is abused or threatened 

either physically, verbally or in writing or assaulted in 

circumstances relating to their work.

- Any incident involving the behaviour of an adult or 

customer in a social housing or care setting where an 

employee is injured.

Diagnosed Occupational 

Diseases

- Specified Diagnosed Occupational Diseases (Reportable 

under RIDDOR) including confirmed cases of Covid-19 

where the virus has been contracted during work related 

activities.

Fire or Property Related 

Incidents

- Any fire or property related incidents including security, 

vandalism, collapse or failure of building structure or 

equipment damage. 

- The exposure of hazardous substances / materials under 

COSHH (The Control of Substances Hazardous to 

Health Regulations) including asbestos or legionella.

Environmental Incidents

- Any incident which solely impacts on the environment. 

This includes discharge, drainage or damage to flora or 

fauna and spillages.

Introduction

The following statistics comprise of work related incidents to employees and tenant related

incidents reported to Solihull Community Housing (SCH) between 1st July 2021 – 30th

September 2021 (Q2 2021-2022).

An accident, incident, or near miss event to an employee is considered to be ‘work-related’ if any of 

the following played a significant role;

• the way the work was carried out;

• any machinery, plant, substances or equipment used for the work or

• the condition of the site or premises where the incident occurred.

The statistics include accidents, incidents and near misses involving tenants where;

• a property defect or circumstance was the contributory factor to an injury or near miss and this 

was the landlords (SCH) responsibility to resolve. 

• abusive and threatening behaviour was involved.

Incidents involving fires and property damage are also recorded, whether a tenant was involved or 

not. 

Certain types of incident are reportable to the Health and Safety Executive (HSE) under the 

Reporting of injuries, Diseases and Dangerous Occurrence Regulation (RIDDOR).

Incidents is a collective term and are categorised into 6 categories. These are described in the 

table below;
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Total number of Incidents reported by quarter 

Notes

Quarter 2 2021 - 2022 show incidents continue to increase, however this includes 2 incidents 

that are potentially not work related or attributed to a fault.  

SHE-Assure was launched in July 2020.

Total number of Incidents reported by month compared to previous year 

Notes

Q3 2020 - 2021 remains the quarter with the highest number of incidents (28) due to the 

number of RIDDOR reportable Covid-19 cases  in October 2020.
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Notes

Customer Service Directorate includes Tenant incidents. There has been an increase in 

incidents reported by the Estates Management service this Quarter. 

Tenant incidents account for nearly half of the incidents this quarter. 

Total number of Incidents reported by Service/Organisation Unit
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Incidents by type of person involved

Total number of Incidents reported by type

Notes

Accidents account for the highest number of incidents reported during Quarter 2 2021 –

2022. There were 2 lost time RIDDOR reportable accidents and one Covid-19 RIDDOR.

Notes

Almost a 50/50 split between employee and tenant related incidents.
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iolent

incident/Assault
Accident

Diagnosed
Occupational

Disease RIDDOR
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Over 7 day
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Employees 1 5 1 0 2 1 2

Tenants 0 9 0 1 0
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Notes

The above chart shows a breakdown of accident types for employees for Quarter 2 

2021/22 and includes one Covid-19 RIDDOR and 2 over 7 day RIDDORs.

Incident Breakdown

Hit By A
Moving,
Flying Or

Falling
Object

Manual
Handling

Injury

Theft
from

vehicle

Crushing
injury

COVID-19
Physical
threat of
violence

Slip, trip,
fall

Entrapme
nt

Road
Traffic

Accident
Near Miss

Collapse
of Person
(potential

ly not
work

related)

Employee 0 3 1 1 1 1 1 1 2 0 1

Tenant 3 0 0 0 0 0 6 0 0 1 0
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2
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4

5

6

7
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Summary Notes

Near Miss Reports

Only one near miss was reported this Quarter 2 2021/22.

Near miss reporting is to be encouraged to help prevent accidents by 

removing a potential cause before it can cause an accident.

Abusive Incidents

There was one reported abusive incident this Quarter 2 2021/22 

involving a member of the public or tenant being abusive to an 

employee. It could not be established who the perpetrator was as it the 

incident happened in the car park to a block of flats.

Tenant Accidents 

Most tenants accidents this Quarter 2 2021/22 involve a slip, trip or fall 

of some description. There were two collapsed ceilings and one loose 

worktop that fell onto the tenants leg.

RIDDOR Reportable

There were 3 RIDDOR reportable incidents this Quarter involving 

employees.

1 x Covid-19 Reportable Disease. 

2 x over 7 day absence, including one employee placed on light duties 

for 21 days and another employee from the Wellbeing Services being 

absent for 59 days. 

This makes a total of 80 days where either a member of staff was 

absent or they could not fulfil their full range of duties.

Fire or Property Related Incidents 

There were no cases of Fire or Property Related Incidents reported 

onto SHE Assure this Quarter.
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 29 NOVEMBER 2021 
 

REPORT OF THE EXECUTIVE DIRECTOR OF CUSTOMER SERVICE 
TRANSFORMATION AND BUSINESS SUPPORT 

 

Draft Delivery Plan Overview 
 

 

1. Executive Summary 
 

This report highlights the focus and approach taken across Solihull 
Community Housing to develop an advanced draft of the Delivery Plan for 
financial year (FY) 2022 – 2023. 

 
Specific highlights will cover the following: 

 

 Capturing the context of a changing housing sector 

 Collaborative thinking across Solihull Community Housing 

 Working closely with key Stakeholder Solihull Metropolitan Borough 
Council 

 A reminder of the approval timetable 
 

1.1 Board is recommended to: 
 

i. NOTE the content of the report 
 
2. Developing the draft Delivery Plan for FY 2022/23 
 
2.1 The Delivery Plan, which is in advanced draft stages for Board to review 

ahead of the scheduled approval on 28 February, balances key requirements 
between strong continuity to deliver the 5 year SCH strategic vision (which 
remains unchanged) whilst introducing important and new operational 
elements which prepare SCH for known change across the Housing Sector. 

 
3. Capturing the Context of a changing Housing Sector 
 
3.1 Across the Social Housing sector, the tragic events of Grenfell continue to be 

the single most significant driving force of sector change. The continued 
momentum of the Social Housing White Paper (Charter for Social Housing 
Residents), Building Safety Bill and a step change in ‘proactivity’ from the 
Housing Ombudsman Service means that the requirement to build in revisions 
to the way we operate is imperative. 
 

3.2 SCH Corporate priorities include: 
  

 Improving data and systems across the organisation 

 Maturing the Customer Experience Offer 
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 Developing the SCH people offer 
 

3.3 Across the directorates there are multiple areas addressing sector challenges 
that have been set out across the draft Delivery Plan including examples such 
as: 

 

 Customer and building safety self-assessment 

 Decarbonisation 

 Matured customer engagement and inclusive services 

 Learning and improvement cycles for complaints with customer advocates 

 Embedding income analytics and strengthening money advice 

 Continuing to make SCH services easy to deal with 
 

4. Data and Insight focus to improve performance 
 
4.1 One of the most significant changes that is being felt across the sector is the 

introduction of more rigour and expectation from organisations to understand 
performance standards through excellent data and insight. 
 

4.2 SCH is addressing this directly within the draft Delivery Plan and well in 
advance. 
 

4.3 Over the last year extensive effort has been placed into providing a 
comprehensive view of customer satisfaction at a transactional and 
perception level.  
 

4.4 A new strategic partnership has been delivered with Acuity (sector data and 
insight experts) to support SCH in comprehensively understanding the way 
that we deliver services and perform for customers.  
 

4.5 This includes many traditional indicators of satisfaction but also includes a 
number of the expected Tenant Satisfaction Measures (TSM’s) that are 
anticipated to have a regulatory weighting from April 2023 onwards. 
 

4.6 Board should note within the draft plan the proposed Key Performance 
Indicators (KPI’s) but also the ‘Tracking Indicators’ (TI’s) that have been set 
out in order that SCH is getting ahead of the curve in understanding 
performance against potential new sector measures or where value is added 
to current performance. 
 

4.7 The work SCH are carrying out with Acuity, as well as the well-established 
relationship with HouseMark places SCH in a strong position when being 
asked how well we understand customer performance, particularly against 
STAR. 
 

5. Collaborative and Inclusive thinking across Solihull Community Housing 
 
5.1 In line with the organisation priority to improve the people offer at SCH, the 

draft Delivery Plan has been formed with increased input from staff across 
SCH. 
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5.2 The approach taken has been delivered through a series of ‘Stay Connected’ 

and ‘Keep in Touch’ meetings where directorate plans have been formed from 
the frontline upwards. 

 
5.3 On 8 October, The Executive Leadership and Senior Leadership Teams met 

at a daylong event to bring together the cross directorate plans and 
interdependencies for further discussion, modification and agreement on a 
cohesive way forward. 

 
5.4 Along the various stages of forming the draft Delivery Plan, key organisational 

stakeholders have been included across Finance, HR, ICT, Equality & 
Diversity and Unions. 

 
6. Working closely with key Stakeholder Solihull Metropolitan Borough 

Council 
 
6.1 As an Arm’s Length Management Organisation (ALMO) the relationship with 

our main stakeholder, Solihull Metropolitan Borough Council (SMBC) is a 
significant influencing factor in the way we operate and form a strong 
community partnership across Solihull. 

 
6.2 With increased sector regulation, this relationship is more important than ever. 
 
6.3 SCH has worked with SMBC to include cross organisational thinking within 

the 2022/23 draft Delivery Plan including consultation within the Performance 
& Partnership Group, led by Kevin Bennett (SCH) and Austin Rodriguez 
(SMBC) where a broader view of how we deliver has gained momentum. 

 
6.4 On 3 November 2021, high level delivery plan themes were presented to the 

Economy & Infrastructure Networking Group (informally) which were well 
received.  

 
7. A reminder of the approval timetable November to March: 
 

• 22 November 2021 – ELT papers submission for SCH Board 
• 25 November 2021 – Keep on Track meeting (ELT/SLT) 
• 29 November 2021 – draft DP to SCH Board 
• 14 February 2022 – SCH Board / Publication date for EDMG Scrutiny 

Board papers 
• 8 March 2022 – EDMG Scrutiny Board 
• 28 March 2022 – CPH Adult Social Care and Health Decision Session 

 
 
 
REPORT AUTHOR: Kevin Bennett 

Executive Director Customer Service Transformation and 
Business Support 
07702731719 
Kevin.bennett@solihullcommunityhousing.org.uk 
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6 Delivery Plan 2022 – 2023

2. Solihull Community
Housing – Fact File

We manage 9,910 tenanted homes and 1,261
leasehold properties, together with 4,644
garages and 38 shared ownership properties.

We manage 109 temporary accommodation
units for homeless households in need of urgent
accommodation, which are sourced from within
the Council’s own housing stock and supplemented
by 54 properties acquired through private sector
leasing (PSL) arrangements.

1.

2.

3.

4.

There are 2,569 households on the Council’s
Housing Register.

We employ 264 full time equivalent staff.

[Data to
be

at the en
d of De
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In the calendar year 2020 we:

Council homes

Let Average void
re-let time

days
520 38

Carried out
adaptations for

96.81%households were assisted
with rehousing when
homelessness could not
be prevented or relieved

of rents due
were collected

1,084
properties across all
tenures

telephone calls were
received into our Contact
Centre

124,670

31,039
repairs were carried out

9,032
gas services were
carried out

221
e refresh

ed

f Decem
ber 2021

]
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8 Delivery Plan 2022 – 2023

Creating better homes and thriving
communities

Our core values continue to underpin the way in
which we approach our bu i

Values:
• Honesty
• Excellence
• Achieving together
• Respect
• Transparency

SCH is not just concerned with what we do but how
we do it. Alongside our core values, the following
commitments will underpin all that we do. The
experience of working through a global pandemic
and the continuing after-effects reinforce the
importance of these commitments.
• Promote environmental sustainability
• Always listen to our customers
• Embed an organisational culture to support

our values
• Support our customers who need it
• Be inclusive (as set out in the Equality, Diversity

and Inclusion statement below)

Equality, Diversity and Inclusion

Equality, Diversity and Inclusion remain a
fundamental aspect of our core business of creating
homes and providing excellent services. The theme
runs through our values of honesty, excellence,
achieving together, respect and transparency.

We are fully committed to the principles of fairness,
equality of opportunity, diversity and inclusion and do
not tolerate discrimination, bullying or harassment.
Everyone at SCH and the partners with whom
we work are expected to be committed to these

principles. We positively embrace and celebrate the
diversity of our customers, employees and board
members and promote an inclusive culture. We do
this by recognising diverse needs of our residents,
valuing the talent of our staff and by demonstrating
leadership as the largest social housing provider
across Solihull.

The business case for EDI is well-rehearsed – being
inclusive, welcoming and open to differences
encourages active participation from all and engender
sharing of values and objectives. People are more
likely to have confidence in SCH and trust us to provide
good quality services if they feel treated with dignity
and respect. Good equality practices lead to attracting
a wider pool of talent, ensuring that service delivery is
fair, achieving higher levels of customer and employee
satisfaction, especially at a time when public funding is
under more scrutiny than ever before.

SCH has an important role in tackling inequality.
We will continue to ensure services are provided to
those people experiencing greatest disadvantage and
we will work with people to reduce their exclusion
and ensure equality of opportunity. The events of
the recent unprecedented times globally, nationally
and locally include the Covid-19 pandemic that
has demonstrated the stark inequalities between
different communities. Race and gender crimes have
been highlighted with the deaths of George Floyd
and Sarah Everard in the last year.

Actions relating to fairness and inclusion have a
direct relationship with our strategic objectives and
operational priorities, whether in relation to our
homes, the services we provide, employee and board
recruitment and selection processes, how we treat
colleagues and partners and the difference we make
in our localities. Embedding equality and diversity
into overall objectives and everyday operations helps
us to assess our performance. We also publish our
achievements annually through the Public Sector
Equality Duty Reports and Gender Pay Gap Reports.

3.Our StrategicVision
The SCH Strategic Vision for 2020 to 2025:

usiness.
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Strategic Aims
Commitments
Values

SCH strategic aims for 2020 to 2025:
• Creating Homes
• More than Bricks and Mortar
• Strengthening Communities
• Excellent Customer Service
• Passion in People
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10 Delivery Plan 2022 – 2023

SCH is an Arm’s Length Management Organisation
(ALMO), established in 2004 to deliver housing
services on behalf of Solihull Council. We are a
limited company with one shareholder, which is
Solihull Council.

The work of SCH is aligned to the Solihull Council Plan
2020-2025. The Plan was updated in April 2021, in the
light of the global pandemic. There continue to be
two key themes running through the Plan: learning
and recovery from Covid-19 (Health, Economic,
Educational and Social) as well as driving inclusive
growth through the council’s roles as employer,
procurer, service provider and system influencer.

At the heart of the Plan are ten key things to do
by 2025:
1. Revitalising our towns and local centres
2. Deliver UK Central (UKC) and maximising the

opportunities of HS2
3. Increase the supply, quality and energy

efficiency of housing, especially affordable
and social housing

4. Enhance Solihull’s natural and physical
environment

5. Improve Solihull’s air quality
6. Reduce Solihull’s net carbon emissions
7. Take action to improve life chances and

health outcomes in our most disadvantaged
communities

8. Enable communities to thrive

9. Sustainable, quality care and support for adults
and children with complex needs

10. Promote employee wellbeing

The Plan will be reviewed again in spring 2022.

SCHwill support the delivery of the Council Plan,
including specific contributions on:
• Tackling anti-social behaviour across tenures
• Engaging with residents
• Preventing homelessness
• Helping to improve the health and wellbeing

of residents through improvements to homes
and the environment, with a focus on reducing
carbon emissions

• Improving neighbourhoods through partnership
working in locality areas to support thriving
communities

• Participation in safeguarding arrangements and
work to reduce exploitation and improve the
response to domestic abuse

• Working with the Council to provide targeted
support for young people to move into
employment

• Supporting the Council to deliver its housing
strategy

• Working with the Council to deliver the
regeneration of Kingshurst Village Centre

• Supporting the Council to deliver supported
accommodation

• Working with the Council on its response to
the government’s request for assistance with
resettlement accommodation for Afghan
Nationals

4.SCH support for
Solihull Council Plan
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Introduction

The SCH Strategic Vision 2020-2025 continues to
provide the focus on improving core service delivery,
while developing the potential of our customers and
staff teams to enhance outcomes for our Solihull
residents and communities.

Building safety remains an essential priority. Last
year, the Council approved major improvements to
high rise buildings. Design and implementation of
sprinkler systems and spandrel panels commenced
and will continue into 2022/2023.

A number of reviews commissioned to provide
an organisational ‘health check’ have identified
some key areas for improvement, particularly
around productivity, data, systems, policies and
processes. They have also reinforced feedback
from our own surveys concerning fragmentation
of customer journeys and gaps in communications
with service users.

A set of corporate priorities have been established to
address these fundamental areas for improvement.

The People Strategy is a key priority. The pace at
which we can deliver the Strategy will inevitably be
dictated by the availability of resources at any point
in time but this, alongside the focus on enhancing
customer engagement, will remain fundamentally
important and enduring priorities.

Our performance was significantly impacted by
Covid 19 and the recovery process has not been
easy. However, we are determined to improve and
have further enhanced the suite of KPIs for the
coming year.

There is continuing work to improve the digital and
self-service offer for the benefit of our customers.
However, we will look to get back to physical
engagement with our customers as part and parcel
of our overall model of service delivery, always
mindful off the trajectory of Covid 19 infections
and the responsibility to carry out business
activities in a safe way.

Consideration will be given to service redesign in
Neighbourhood Services and Home Options, to
some degree driven by potential changes to external
funding arrangements. Attention will also be given
to the contract management, Wellbeing and DFG
functions.

Operating context

Covid-19 has had an unprecedented global impact. In
the context of providing housing services, it forced
the closure of face-to-face customer access points
and non-essential services were suspended, most
visibly housing repairs and the letting of homes.

The action taken to get through the worst of the
Covid 19 pandemic required a massive increase in
public expenditure.

There has also been a raft of national policy
commitments linked to building safety and
signposted by the housing white paper, which
will see a shift to increased, proactive, regulation,
transparent scrutiny of performance around a key set
of performance indicators, as well as a review of the
Decent Homes Standard.

In response to the changing regulatory focus across
the housing sector, a number of tracking KPIs have
been introduced, through which SCH is proactively
addressing known future change by aligning our
understanding of new performance requirements
ahead of time.

Decarbonisation continues to be a global, national
and local priority.

Locally, there has been a strengthening relationship
with the housing client function of the council,
which will develop further given the increased
responsibilities of councils in the context of increased
and proactive regulation.

Unsurprisingly, there are also considerable financial
pressures at a local level. Strong financial control is
even more important as this time given the pressures
on budgets. Opportunities for income generation will
be explored to ease this burden.

5.What wewill deliver
in 2022–2023
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12 Delivery Plan 2022 – 2023

The SCH Executive Team

To deliver on the priorities set out in the coming pages we have an executive team who oversee
the organisation.

Fiona Hughes
Chief Executive

Sam Gilbert
Chief Financial

Officer

Surjit Balu
Executive Director

of Housing &
Communities

Kevin Bennett
Executive Director

of Customer Service
Transformation &
Business Support

Mark Pinnell
Executive Director of
Asset Management

& Development

to update
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SCH Services

The activities carried out by SCH are delivered through the following core service areas. Each service area is
overseen by an Executive Director reporting to the Chief Executive.

Strategic Aims Strategic Objectives

Creating
Homes

Data driven approach to manage our stock portfolio in a
proactive, green and environmentally sustainable way

Ensure our homes are safe

Optimise the value and impact of the property maintenance
service

Growth in social housing in partnership with Solihull Council

More than Bricks
and Mortar

Delivering excellent core housing management services that
are integrated and highly visible

Enhanced service offers to support our wider customer base
to achieve positive outcomes

Reducing homelessness and risk of homelessness across
the Borough

Strengthening
Communities

Working collaboratively with partners and stakeholders to
create resilient and thriving communities

Implement a Community Engagement roadmap to empower
customers and involve them in the heart of decision making
and further support thriving communities

Excellent Customer
Service

Delivering services for customers in the way they want and
reduce customer effort

Continuously improving services and processes through
customer insight

Embedding a clear approach to supporting vulnerable
customers across all SCH services

Passion in People Supporting and developing our staff

revised a
ims/

objective
s to

update
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Asset Management and Development
This service area overseen by Mark Pinnell – Executive Director of Asset
Management and Development.

Activities:
• Building Safety
• Day to day repairs and void properties
• Managing the capital investment programme
• Support the Council in the supply of additional homes for social rent
• Providing environmental services

Housing and Communities
This service area overseen by Surjit Balu – Executive Director of Housing
and Communities

Activities:
• Tenancy enforcement and estate services
• Tenure blind anti-social behaviour services
• Income collection
• Tenancy sustainability and support
• Money advice
• Housing options and homelessness
• Wellbeing service: supporting people to continue to live independently

Customer Service and Business Support
This service area overseen by Kevin Bennett – Executive Director
of Customer Transformation and Business Support.

Activities:
• Customer Contact Centre
• Customer satisfaction and engagement activity
• Complaints handling
• Policy planning
• Safeguarding support
• Communications
• Performance management
• Locality working

14 Delivery Plan 2022 – 2023

Priority activity for 2022-2023

SCH delivery priorities for 2022-2023 are a combination
of Corporate Priorities, which are concerned with
the fundamental ‘building blocks’ or infrastructure
supporting SCH business operations, and a set of
strategic objectives organised by service area.

The cross-cutting corporate priorities are essential
enablers for providing assurance on compliance,
and for supporting the drive for excellence by giving
the staff teams the systems, tools and skills they
need to deliver quality services, while engaging with
customers in an inclusive way.

Much of the activity set out in this Plan will be
components of multi-year programmes of work,
reflecting the longer-term improvement goals and
transformational ambitions of SCH.

Corporate Priorities

• Improving Data and Systems across the
organisation

• Maturing the Customer Experience offer
• Developing the SCH People Offer
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Strategic Objective – Improving Data and
Systems across the organisation
Delivery commitments:
Improving our Data Integrity: SCHwill
• Implement and embed SCH Data Strategy
• Continue to corporately strengthen SCH data

capability through the implementation of a
dedicated Business Intelligence Team

• Implement key recommendations from the
externally led Data Health check to ensure SCH
has an accurate and compliant data baseline

• Continue a comprehensive roll out of Power BI
across SCH to deliver a single view platform for
Management Information

• Carry out Quality Assurance reviews, by service
priority, across the organisation

Making technology work for employees and
customers: SCHwill
• Through SCH Digital Transformation Board,

mobilise / continue key corporate projects such
as Open Housing Compliance and Workflow

• Carry out an IT infrastructure review – cost,
efficiencies, decommissioning

• Mobilise, through a strategic delivery partner, a
community access project for digital inclusion

• Implement Chat AI solution across SCH Contact
Centre to support corporate demand across low
complexity, high volumes, customer queries

Strategic Objective – Maturing the
Customer Experience Offer
Delivery commitments:
Engaging with our Customers: SCHwill
• Through the SCHape Panel and Customer

Advocates SCH will complete 1 customer
journey review per quarter across key services
in ‘co-design’ workshops

• SCH, working with SMBC and other key partners
will embed the Kingshurst Village Centre
Engagement Strategy

• Implement the ‘SCH Plus/+’ Resident Academy
working with key strategic partners in the
community to further mature employment
and skills

• Broaden the offering of SCH Inclusive Services
and continue to build a comprehensive Priority
Service Register

Talking and Listening to our Customers: SCHwill
• Implement operational efficiencies to make it

easier for customers to contact the team and
reduce call wait times

• Working with key stakeholders across SCH,
agree and implement internal SLAs to improve
and standardise back office response times

• To ensure SCH customers are provided with
the best information, right first time, we will
Implement a Contact Centre Quality Framework
to maintain consistently high standards

• Using Business Intelligence, the Contact Centre
Operations Team will identify and reduce repeat
customer contact

Responding to and learning from customer
complaints: SCHwill
• Continually evaluate our corporate complaints

approach to align with sector requirements such
as the Housing Ombudsman Service

• Implement regular complaints ‘learning and
improvement cycles’ around key drivers to reduce
service failures at route cause

• Develop the role of customer complaints
advocates across SCH to ensure the voice of
customers and communities are a fundamental
element of the SCH complaints approach,
through Co-Design

• Implement quarterly complaints handling
satisfaction surveys

• Research digital complaints logging across
SCH to broaden access and support internal
complaints operations.

Strategic Objective – Developing the SCH
People Offer
Delivery commitments:
Continue to strengthen its people offer: SCHwill
• Strengthen the Human Resources and

Organisational Development support
• Continue the phased rollout and maturity of

the SCH People Strategy
• Transition SCH training records into a digital

format (Learning Pool)
• Deliver the ‘Thrive at Work’ plan
• Invest in community partnerships such as

apprenticeships and kickstart

Service Priorities
Customer Service Transformation and Business Support
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Key Performance Indicators (KPIs) 2022-2023

KPI Ref KPI Title Target
21/22

Target
22/23

How it will be
measured

Corporate
& Sector
Alignment

Sector
Benchmark

CR1 % complaints resolved
at stage 1 97% 97% Monthly

Cumulative SCH & SMBC

CR34 Complaints resolved
in timescale 90% 90% Monthly

Cumulative SCH & SMBC

CR28 % tenants using
customer portal 20% 40% Snapshot SCH

CR5 Short term staff
sickness days 4 4 Rolling

Cumulative HouseMark ** HM all sickness

CR2
Overall Customer
satisfaction –
(Transactional)

85% 85% Monthly
Cumulative SCH & SMBC

CR31
Overall Customer
satisfaction -STAR
(Perception)

NA 80% Quarterly HouseMark
Q3 (Q1-
86.10%, Q2-
81.80%)

AM19 Satisfaction with Repairs 92% 90% Monthly
Cumulative HouseMark Q3 (Q1-96.6%,

Q2-92.6%)

CR35 Contact Centre ASA NA 270
seconds

Monthly
Cumulative HouseMark

Q4 (Q1-58s,
Q2-117s, Q3-
218s)

Tracking Indicators1

Ref Title Corporate & Sector
Alignment Sector Benchmark

New Satisfaction with health &
safety of home TSM Q1 (Q1-86.44%,

Q2-83%, Q3-78.6%)

New Satisfaction with complaint
handling

HouseMark and
TSM

Q2 (Q1-80.85%,
Q2-63%, Q3-
40.05%)

New Satisfaction that landlord
listens to and acts on views

HouseMark and
TSM

Q1 (Q1-68.65%,
Q2-62.46%, Q3-
56.105)

New
Satisfaction with
opportunity to make views
known.

TSM

New Satisfaction with communal
areas TSM

New Satisfaction with handling
of ASB HouseMark &TSM Q2 (Q1-86.1%, Q2-

76.8%, Q3 52.5%)

New Satisfaction with Contact
Centre HouseMark

Q3 (Q1-95.22%,
Q2-91.75%, Q3-
89.20%)

1Tracking Indicators: these are tracked to monitor progress but no specific targets are set and they are not reported as part
of the KPI dashboard
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Strategic Objective – Managing the
stock portfolio in a proactive, green and
environmentally sustainable way.
Delivery commitments: SCHwill
• Continue to refine the approach of using stock

condition data to inform stock investment
decisions including Options Appraisal to evaluate
the stock we manage.

• Continue collaboration and planning to achieve
net zero carbon targets by 2030 in partnership
with SMBC, to include contribution to funding bids
and associated work stream delivery.

• Complete a feasibility review of the Housing
Stock relating to fabric first and renewable energy
such as Solar PV Panels that considers funding
opportunities, installation programme timelines
and nett carbon impact.

• Work with our residents to improve environmental
awareness and reduce fuel poverty.

Strategic Objective – Ensuring our homes
and customers are safe
Delivery commitments: SCHwill
• Embed a robust governance approach to

customer safety that includes a regime of self-
assessment to identify areas where improvements
could further strengthen compliance.

• Demonstrate a proactive and collaborative
approach to emerging legislation.

• Deliver Building Safety related capital projects.
• Utilise technology to underpin and enhance our

approach to building safety to include future
reporting requirements and compliance recording.

• Harmonise stock and compliance data and systems
to align with the ‘GoldenThread’ approach.

AssetManagement
and Development

Strategic Objective – Excellent delivery of
core services
Delivery commitments: SCHwill
• Undertake in depth customer engagement to

ensure their priorities are the service delivery
priorities.

• Deliver a high-quality customer focussed
repairs service.

• Challenge existing culture to support ambition.
• Review policies and procedures to ensure they

reflect the current operating environment and
are aligned with the provision of a customer
centric service.

• Highlight opportunities to increase cross cutting
collaboration to improve service delivery.

Strategic Objective – Build new
environmentally sustainable homes
Delivery commitments: SCHwill
• Commence the delivery of 23 new net zero homes

across 4 pipeline sites.
• Progress the delivery of 28 new low carbon homes

at Lakeside.
• Identify and complete development appraisals

on remaining garage sites identified in the Stock
options appraisal.

• Progress the Kingshurst Village Centre
Regeneration to a Start on Site.

• Continue with property acquisitions to ensure
effective use of 1-4-1 receipts and that we acquire
the right properties in the right place to meet
housing demand.

21271.01_SCH_Delivery_Plan_A4_Brochure v2.indd 1721271.01_SCH_Delivery_Plan_A4_Brochure v2.indd 17 22/11/2021 12:3522/11/2021 12:35

Page 75



18 Delivery Plan 2022 – 2023

Key Performance Indicators (KPIs) 2022-2023

KPI Ref KPI Title Target
21/22

Target
22/23

How it will be
measured

Corporate
& Sector
Alignment

Sector
Benchmark

AM1a Gas safety 100% 100% Performance
Snapshot HouseMark Q1 -100%

AM1b Electrical Safety NA 100% Performance
Snapshot

SCH &SMBC
Requirement

AM1c Fire safety NA 100% Performance
Snapshot

SCH &SMBC
Requirement

AM1d Asbestos safety NA 100% Performance
Snapshot

SCH &SMBC
Requirement

AM1e Legionella safety NA 100% Performance
Snapshot

SCH &SMBC
Requirement

AM1f Lift safety NA 100% Performance
Snapshot

SCH &SMBC
Requirement

AM4 % appointments kept –
Response repairs 98% 98% Monthly

cumulative HouseMark Q2 – (Q1
98.69%)

AM7 % of repairs completed
right first time 95% 95% Monthly

cumulative HouseMark Q2 – (Q1
95.83%)

AM17 Average number of
repairs per property 2.5 2.5 Cumulative

Profile HouseMark Q2 – (Q1 – 2.3)

AM20 Average time taken to
complete repairs (Days) 7.5 7.5 Monthly

cumulative
SCH & SMBC
Requirement Q1 – 8.1

VL13 Percentage of rent loss
due to voids 0.90% 0.90% Monthly

Cumulative HouseMark Q1 (1.15%)

WB1 % Minor adaptation
works completed on time 99% 98% Monthly

Cumulative

WB2 % Major adaptation works
completed on time 99% 99% Monthly

Cumulative SCH & SMBC
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Tracking Indicators

Ref Title Corporate & Sector
Alignment

ES1 Percentage of properties
EPC Band C or above

SCH & SMBC
Requirement

ES2 Percentage of properties
retrofit completed

SCH & SMBC
Requirement

DFG1
(WB11)

Number of Grants Approved
(Private)

DFG2 Customer Satisfaction
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Strategic Objective – Managing homes
and neighbourhoods
Delivery commitments: SCHwill
• Complete reviews of the Allocations Policy and

Tenancy Policy
• Deliver quarterly virtual workshops for new tenants

to support people moving into a new home
• Improve the management and letting process of

empty homes, making empty properties more
readily available for occupation

• Review and evaluate the Neighbourhood
Services delivery model with a particular focus
on anti-social behaviour

• Embed and review outcome of the income
analytics tools for rent collection

• Strengthen the Money Advice offer and service
to customers

Strategic Objective – Preventing and
reducing homelessness
Delivery commitments: SCHwill
• Improve the service offer to customers through

a co-located approach, bringing together SCH
Home Options and Solihull Youth Hub in the
same location

Housing and
Communities

• Embed theTemporary Accommodation Action
Plan 2022/23 – focussing on prevention and flexible
alternatives to use of budget hotels

• Strengthen and expand Solihome, engaging and
increasing the work with private sector landlords

• Expand services available and pathways for people
experiencing Domestic Abuse. Optimising use of
supportive tools i.e. Sanctuary Scheme and where
appropriate, supporting enforcement action

Strategic Objective – Services for
vulnerable and older people
Delivery commitments: SCHwill
• Maximise opportunities for access to theWellbeing

Service, through improved pathways and
partnership work with key agencies and the NHS

• Improve the Digital equipment offer toWellbeing
Service customers

• Expand the use of data and customer insight to
inform service development

• Continue to deliver on the planned 3 year Digital
Switchover programme

• Embed Saxon Court as flagship scheme and
community hub for integrated wellbeing services

• Review service delivery models for minor works,
handyperson and Disabled Facilities Grant to
improve integration
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Key Performance Indicators (KPIs) 2022-2023

KPI Ref KPI Title Target
21/22

Target
22/23

How it will be
measured

Corporate
& Sector
Alignment

Sector
Benchmark

New /
NS21a

% new tenancies
sustained Yr1 NA 90% Monthly SCH

NS1a % rent collected excl.
arrears b/fwd. NA 99% Monthly

Cumulative
HouseMark &
SMBC (Q1 100.28)

NS2 % of leaseholder service
charges collected 99% 99% Monthly

NS4 % rent paid by digital means
including Direct Debit 80% 82% Monthly SCH

New /
WR2

Benefits awarded due
to Money Advice Team
intervention

NA £1.5m
Monthly –
profiled over
12 months

WR15 Current tenant arrears
as % of rent debit 3.5% 3%

Monthly –
profiled over
12 months

HouseMark
Q3 (Q2-
2.71%, Q1
2.00%)

New /
NS38

Harm Reduction Resulting
from ASB Intervention NA 80% Monthly (on

case closure) SCH & SMBC

NS9 Communal areas meeting
required standard 98% 98% Monthly

Cumulative SCH & SMBC

NS10 % Estate inspections
completed 98% 98% Monthly

Cumulative SCH & SMBC

HomeOptions

HO1 Average stay in temporary
accommodation (all) – days 112 112 Monthly

Cumulative SCH

New /
HO3

Average stay in temporary
accommodation for families
(Budget hotels) – days

NA 20 Monthly
Cumulative

HO5
% homeless approaches
where prevention or relief
achieved

50% 55% Monthly
Cumulative SCH & SMBC

Wellbeing

New /
WB20

% of customers supported
with independence to
remain in home

NA 95% Cumulative
Profile

Tracking Indicators

New
Number of supporting
families referrals to
Childrens Services

Tracking Monthly

New Number of DA households
supported to remain in home Tracking Monthly

New Number of new customers
joining the service 300

Monthly –
profiled over
12 months
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Board governance

• The Board comprises of 8 members and
three committees, namely the Audit and Risk,
Housing Operations and Human Resources and
Remuneration committee, who are responsible
for the strategic governance of the company. In
2022/23 we will:
o Recruit to two vacancies for independent non-

executive directors, one position being to chair
the Audit & Risk Committee which is a crucial
position within the governance framework

o Deliver the Board approved action plan to
achieve compliance against the National
Federation of Housing Code of Governance.We
will deliver this action plan during the course of
2022 and complete annual self-assessments of
compliance against the code.

Information governance
• SCH’s approach to Information Governance is

underpinned by policy, guidance and training.
This includes a full suite of policies based upon
the information security standard BS ISO/IEC
27002:2013 and mandatory GDPR and Protecting
Information training courses which all employees
must complete.We work very closely with the
SMBC Information GovernanceTeam to ensure
that we meet all of our obligations in relation
to responding to Freedom of Information and
Subject Access Requests.We have a culture
of staff reporting data breaches via the SMBC
online reporting tool with managers completing
investigations which are then signed off by both
SMBC and the relevant Executive Director with
recommendations implemented to avoid future
occurrences.

6.Corporate Assurance

Finance
• 2021/22 was a challenging year that introduced

significant financial challenges and so for 2022/23
we will:
o Deliver a balanced MediumTerm Financial

Strategy as agreed with the Council
o Develop a strategic approach to monitoring our

financial position
o Identify the financial impact on future years
o Put in place robust plans to mitigate financial

pressures
o Consider opportunities to achieve efficiencies

and work them through appropriate business
cases

o Ensure investment is targeted to achieve good
value for money

Risk
• A complete refresh of the Corporate risk register,

which commenced in 2021/22, will:
o Align to the corporate priorities identified in this

delivery plan and SCH’s strategic objectives. This
alignment will further be reflected in the project
and service business as usual risk registers to
ensure consistency of approach.

o Receive strategic oversight by the Audit & Risk
Committee, with the Chair of the Committee
taking responsibility for reporting any issues of
concern to the SCH Board.

o Be monitored by the Executive Management
Team on a quarterly basis and by the Audit
& Risk Committee four times per year. The
registers detail the identified risks and the
mitigating actions in place to deal with them,
as well as clearly defined management
responsibilities for their identification, evaluation
and control. There is also an annual risk
management report presented to the full Board.
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Health and safety
The health and safety of staff and customers play an
important part of risk management within SCH. The
Executive Management Team reporting into the SCH
Board take responsibility for ensuring the effective
management of health and safety throughout SCH.

Our health and safety policy outlines the roles and
responsibilities of managers and staff at all levels and
details the organisational arrangements in place to
deliver the policy’s objectives.

SCH have a number of health and safety working
groups in place that meet on a regular basis to
identify any issues and put in place actions to resolve
them. The groups form part of the active monitoring
of health and safety in the organisation.

A specific building safety delivery group is in place to
oversee and inform the approach to building safety
requirements in response to the wider building safety
reforms, in particular the Building Safety Bill.
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Get in Touch
Join us on social media:

facebook.com/solihullcommunityhousing

@solihullhousing

solihullcommunityhousing

Solihull Community Housing

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House
Meriden Drive
Solihull B37 6BX

Phone: 0121 717 1515

Typetalk: 18001 0121 717 1515

Text: 07781 474 722

Email: info@solihullcommunityhousing.org.uk

Website: www.solihullcommunityhousing.org.uk
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SOLIHULL COMMUNITY HOUSING 

BOARD MEETING: 29 NOVEMBER 2021 

REPORT OF THE CHIEF FINANCIAL OFFICER 

 

REVENUE & CAPITAL FINANCIAL MONITORING AND 
FORECAST 2021/22 – SEPTEMBER 2021 (QUARTER 2) 

 

1. Purpose of Report 
 
1.1 To update the SCH Board on the financial performance for the 6 months 

to 30 September 2021 (Quarter 2). 
 
2. Recommendation – Items for Noting and Approving 
 
2.1 The Board is requested to: 
 

(i) NOTE the forecast revenue overspend of £372k to the year end 
for the current financial year 2021/22. 
 

(ii) NOTE that the tariff increase approved by Housing Operations 
Committee in May 2021 has not yet been implemented resulting 
in a loss of income of £15k and that the revised implementation 
date is January 2022. 
 

(iii) NOTE the forecast capital underspend of £6.947m to the year end 
for the current financial year 2021/22. 

 
(iv) NOTE the progress on delivery of 2021/22 planned savings.  

 
(v) NOTE the current and forecast reserves position. 
 
(vi) APPROVE the use of £81k from the Budget Strategy Reserve for 

a SCH-owned property acquisition. 
 

Financial Performance 2021/22 - General 
 
2.2 This report summarises the Revenue and Capital financial performance 

for the 6 month period to 30 September 2021 and attached at Appendix 
1 is the Financial Dashboard for 2021/22. 
 

2.3 The Financial Dashboard also includes an update on rent collected and 
an update on the expected SCH and HRA Reserves outturn position. 
 

2.4 The revenue position shows a forecast outturn overspend of £372k 
(1.8%) and detailed commentary is shown at Appendix 1 – Part 1.  
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2.5 Please note that the net revenue position detailed in Table 1 below 
reflects a Management Fee of £19.807m compared to £19.823m 
reported at Quarter 1.  This £16k difference relates to the Energy 
Efficiency SLA previously charged to SCH by the Council. This work is 
undertaken by the Council’s Housing Strategy Officer for Climate 
Change and Fuel Poverty and charged directly to the Housing Revenue 
Account. 
 
Table 1 
 

 Annual 
Budget 
£’000s 

Forecast 
Variance 
£’000s 

Chief Executive 2,510 (58) 

Housing & Communities 5,404 175 

Asset Management  9,585 264 

Procurement 83 8 

Customer Experience & Business 
Support 

3,001 (17) 

Total Revenue Spend 20,583 372 

   

Total Revenue Management Fee 
(inclusive of £275k from Welfare 
Reform Reserve) 

(19,807) 0 

   

Transfer net revenue surplus to 
reserves 

176 0 

   

Approved use of Budget Strategy 
Reserve 

(952) 0 

   

Net Position 0 372 

 
2.6 The capital position shows a forecast outturn underspend of £6,947k 

(22.5%). 
 

3. Commentary on Revenue Financial Performance 2021/22 
 
3.1 The Quarter 2 forecast includes the use of up to £930k from reserves as 

approved by Board at the last meeting and continues to be financially 
challenging with the Executive Directors forecasting an overspend of 
£372k by the end of the financial year. The main areas of concern 
continue to be Housing & Communities and Asset Management. 
 

3.2 The latest period 7 is indicating an improved overall forecast of £137k 
overspend and reductions in both, Housing Management at £156k and 
Asset Management at £66k.  
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Housing & Communities 
 

3.3 Full details are shown on Appendix 1 with the main areas of variance 
highlighted below: 

 Wellbeing forecasting a total of £78k overspend due to a 
combination of recharges for standby call outs which were 
previously charged to Asset Management £31k; Reduced income 
£26k and additional digital equipment purchases of £28k for the 
move from analogue.  The Executive Director is currently 
reviewing the requirement for additional equipment this year and 
the standby charges will be added into the charge for users of this 
service from April 2022 but will remain a pressure for the rest of 
this year.  The service has also suffered a loss of clients due to 
Covid and are working on their action plan to recover some of this 
loss, however, it is unlikely that this will be resolved fully by the 
end of this financial year. 

 Neighbourhood Services forecasting a total of £70k overspend 
due to previously reported issues with Cesspools (£20k) and the 
Laundry Service (£15k).  Plans are in progress to link the 
cesspools to the sewer mains and the Laundry Service is being 
reviewed, however, recovery action is likely to be during 2022/23.  
In addition, we are forecasting £30k overspend on communal 
electricity charges. 
 

Asset Management 
 

3.4 Full details are shown on Appendix 1 with the main areas of variance 
highlighted below: 

 Day to Day Repairs is forecasting £247k overspend mainly due 
to £22k overspend on Standby repairs because of a scripting 
error classifying jobs as 1 day emergencies now rectified; £115k 
overspend due to high use of agency staff (see paragraph 3.5 
below); £110k overspend due to a backlog of Section 11 
Disrepair claims which are not budgeted for.  Activity around 
disrepair claims has increased significantly from 1 case during 
2018 to 21 cases between 2019 and 2020 with a further 48 cases 
still open or part settled. It is anticipated that this is a pressure 
likely to continue into 2022/23. 

 Void Repairs forecasting £85k overspend following the approval 
of £397k reserves.  The overspend mainly relates to sub-
contractor costs on Gas and Electric jobs with the service 
working closely with the contractor to understand the reasons 
why and introduce control measures.  It is hoped that any 
reduction due to these control measures will show in future 
period forecasts. 

 Support Services forecast to overspend by £55k mainly due to 
£76k overspend on Biomass due to a combination of increased 
spend on utilities and pellets plus a net under achievement of 
income.  Approval had been given by Housing Operations on 17 
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May 2021 to implement the tariff increase over a three-year 
period starting in August 2021.  The process to increase tariff is 
a joint process between SCH and SMBC and unfortunately was 
delayed due to staff absences and the process not picked up.  
The Board is asked to note that the revised forecast 
implementation date for the tariff increase is now January 2022 
resulting in a loss of income of £15k between August 2021 and 
January 2022.  Unfortunately, this increase will come a short 
time before the annual fees and charges increase in April 2022. 

 
Other Variations 
 
a) Staffing Costs 

 
3.5 As highlighted in Quarter 1 SCH implemented a staff workforce target 

some years ago and this currently expects a 3% saving or £321k on the 
full staffing budget across the organisation. For 2021/22, this has been 
allocated to each staffing budget resulting in 97% of a full budget.  This 
workforce target continues to compound some financial pressures 
caused by staff sickness/ Covid isolation and agency covering posts at 
a higher cost. 
 
b) Contractual Costs 
 

3.6 Both the Asset Management and Capital programme budgets continue 
to be impacted by the national shortage of construction materials such 
as timber, steel, cement and roof tiles driving up prices. A combination 
of factors including Brexit, Covid and increased demand have led to the 
shortages with suppliers still struggling to catch up with demand and 
prices continuing to increase. The total impact is yet to be included in the 
forecast. 
 

3.7 Cleaning contracts are due to be re-procured as one umbrella contract 
serving all SCH cleaning needs is currently in the procurement process 
and it is unclear whether this will result in a saving or a pressure. No 
adjustment has been included in the forecast. 

 
4. Impact on SCH Medium Term Financial Strategy (MTFS) 
 
4.1 The consequences of all these issues will be considered as part of the 

preparation for the SCH MTFS as will the variations within the detailed 
monitoring.  
 

4.2 In addition, the HRA budget assumptions, reported separately on today’s 
agenda, have been reviewed as part of the 2022/23 budget preparation 
including those for:- 

 Rents due 

 Inflation 

 Debt impairment 

 Voids 
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 Plans for 1-4-1 RTB spending 
 
4.3 There are also a number of projects that have recently commenced that 

are likely to impact on the current or future budgets. These include: - 
 

 Additional investment into Building Safety to address new 
legislative requirements. 

 The outcome of the Workflow project is likely to lead to the need 
for a significant investment in future transformational work. Costs 
are a mix of revenue and capital with the split yet to be 
determined.  

 The investment in specialist software to support improvements in 
rent collection and targeted financial support to vulnerable 
tenants. Funded for the initial 3 years from SMBC’s Welfare 
Reform Reserve, SCH will be responsible to funding from 
2024/25. 

 The implementation of a Blended Ways of Working project will 
impact on investment in IT, potential modifications to 
accommodation and Organisational Development for staff. 

 Intelligence from the Asset Management reviews on strategy and 
investment in carbon-saving programmes are likely to result in 
additional investment. 

 Investment into Digital Transformation across SCH, additional 
posts approved by Board 7 June 2021 funded from SCH 
Reserves on a fixed term basis, SCH funding is required from 
2023/24 onwards. 

 Office accommodation to replace the Home Options office base 
in Chelmsley Wood. 

 Money Advice posts currently funded from the Welfare Reform 
Reserves with staggered ends to the funding from 2021/22 to 
2022/23 for the 3 posts. 

 Employment skills coordinator post funded from the Welfare 
Reform Reserve with funding due to end in 2022/23. 
 

4.4 These items have been incorporated in the preparation of the 2022/23 
SCH Budget proposal which is included as a separate report on the 
agenda. 

 
5. Commentary on Capital Financial Performance 2021/22 

 
5.1 There are significant underspends anticipated in the Capital Programme 

spend due to spend behind profile and these will be considered as part 
of the mid-year review reported to the Council in December 2021. 
Commentary on the Capital schemes and their performance is attached 
on Appendix 1 – Part 2.  
 

5.2 The previously reported changes to the Building Standards for sprinklers 
which were made in July 2021 saw significant changes to those identified 
in the 2020 consultation. The most substantial amendment was to 
reduce the buildings height which these would apply to over 18m 
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resulting in a direct impact on the agreed sprinkler installation 
programme. At the time of writing this report, it is known the additional 
cost to the programme will be £1.694m and work is ongoing to assess 
the financial impact on each financial year. The additional funding will be 
a first call on future years’ capital programmes with any immediate costs 
being funded from the total Capital underspend in the current year. The 
full details will be included within the 9 December 2021 Cabinet report 
“Update on the MTFS incorporating Capital”.  
 

6. Request for Shared Ownership Acquisition 
 

6.1 SCH has received an enquiry from a current SCH shared ownership 
tenant who would like to move from their property to a new Council 
shared ownership property at Wagon Lane. They currently own a 45% 
share in their property.  
 

6.2 As the tenant’s current property is owned by SCH rather than the 
Council, the purchase through the HRA funded capital programme would 
trigger repayment of any grant previously awarded when the scheme 
was originally completed. For this reason, it is proposed the SCH Budget 
Strategy Reserve is used to acquire the 45% share of the property 
valued at £180k, resulting in a total cost of £81k and SCH owning 100% 
of the property. In the event the property is marketed as a shared 
ownership property in the future, the capital receipt would be repaid into 
SCH reserves. 

 
6.3 Subject to SCH Board approval, the Capital Programme will also be 

revised to reflect the purchase to acquire this asset and the funding to 
be a SCH reserve contribution. 
 

7. SCH and HRA Reserves Position 
 
7.1 The SCH Reserves as at 1 April 2021 were a negative balance of 

£11,587k, which included a negative Pensions Reserve balance of 
£21,884k. This is not included on the Reserves schedule within the 
Financial Dashboard as it is not considered repayable in the foreseeable 
future as the Council provides its continuing support to fund the 
pension’s deficit on an annual basis.   
 

7.2 The remaining positive reserves of £10,297k, includes the Budget 
Strategy Reserve of £2,889k generated by the 2016/17 and 2017/18 
SCH surpluses, of which £1,178k is earmarked for restructure costs.  
The expected decrease in SCH Reserves of £2,230k represents the 
current revenue budgeted underspend of £176k, less use of reserves 
approved by the Board previously. In the event SCH Board agree to the 
property acquisition detailed in Section 6, there is a further  use of £81k 
of reserves  currently not reflected at Appendix 1. 

 
7.3 The HRA Reserves as at 1 April 2021 were £32,338k made up of 

£16,155k revenue reserves and £16,223k capital reserves. 
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7.4 The HRA Revenue Reserves are forecast to decrease by £5,761k in 

2021/22, due mainly to £1,469k match funding for use of 1-4-1 receipts, 
£1,118k HRA revenue contribution to the Sprinkler project and £1,000k 
for the DIY Shared Ownership scheme. Further use includes £495k use 
of the Welfare Reform Reserves, £891k contribution to the Oracle Cloud 
project and £78k contribution to the Next Steps Programme. There is 
also a forecast deficit of £646k in the HRA 30-year plan for 2021-22 even 
after an in-year contribution of £64k from working balances. 

 
7.5 The HRA Capital Reserves are forecast to increase by a net £124k in 

2021/22, due primarily to the contributions of £1,545k expected from 
Shared Ownership sales, £809k Homes England Grants and £336k 
Right-to-Buy capital receipts. Also included in the HRA Capital Reserve 
is £1,779k use of the Sprinkler reserve and a net £787k use of the Major 
Repairs Allowance, subject to the HRA capital review for the December 
Cabinet report.  
 

7.6 The additional costs required to address the revised standard for 
sprinklers is not included in this forecast and will be amended to reflect 
the Cabinet decision on 9 December 2021. 
 

8. Age of Outstanding Accounts Receivable Debts, HRA Rent 
Collection and Debt Impairment (Information Items) 

 
8.1 Outstanding debt shown on Appendix 1 – Part 5 has increased from 

£464k to £511k with a balance of £418k outstanding between 91 and 
180 days.  This relates in the main to one outstanding invoice to the 
Council for £416k excluding VAT to reclaim adaptations expenditure and 
following discussions around its content a credit has now been raised 
and a new invoice issued. 
 

8.2 Rent collection and Debt Impairment tables have also been added to the 
dashboard for information although HRA rental income is paid into the 
Council’s account and any change to rental income ultimately affect HRA 
funds available for future years SCH management fee.  The dashboard 
shows that for both HRA owned properties and SCH owned properties 
the percentage of rent collected in relation to rent due is 97.27% for HRA 
rent and 99.65% for SCH rent. 
 

8.3 The Debt Impairment is what was previously known as the ‘Bad Debts 
Provision’.  The Board will be aware from previous years budget reports 
that this figure can be difficult to estimate for the HRA properties.  This 
provision is allocated from within HRA resources and therefore any over-
estimate results in a reduction in money available within the SCH 
Management fee.  In recent years as part of the budget setting process 
we have introduced more risk and reduced the HRA debt impairment. 
This risk is mitigated by earmarking funds within the Welfare Reform 
Reserve in case this approach is proven too ambitious.  The dashboard 
shows that for Quarter 2 we have a requirement to provide for an 
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additional £357k of HRA bad debt compared to an annual budget of 
£800k.  This will continue to be monitored throughout the year and 
changes to the provision for future years will feature in the budget report 
also on the agenda for this Board meeting. 
 

8.4 Debt impairment for the SCH owned developments is currently showing 
a requirement of £18k compared to the annual budget of £12k. 

 
9. Savings Delivery 
 
9.1 The approved capital budgets for 2021/22 included a total saving of 

£2,938k which has been deducted from the Capital Management fee.  
 

9.2 The SCH budget was set to balance over the 4-year period 2020/21 to 
2023/24 and although the budget balances over the 4-year period there 
are underlying budget deficits in 2022/23 of £154k and in 2023/24 of 
£203k. If this position continues SCH would be required to identify 
compensatory savings to address this underlying deficit as part of this 
year’s budget setting process.  
 
 
 
 

 
 
 
 

 
 
 

 
 

10. Financial Implications  
 
10.1 The financial implications are included within the content of this report.  

 
11. Equality and Diversity Implications 
 
11.1 None specifically arising.  
 
12. Risk Management Implications 
 
12.1 Financial risks are addressed in the main body of the report.  

 
13. Value for Money and Efficiency Considerations/Implications 
 
13.1 None specifically – this report is a monitoring report detailing the usage 

of available funds across the organisation. 
 
14. Tenant Involvement/Consultation 

  

2021/22 2022/23 2023/24 

£'000 £’000  

Red 0 0 0 

Amber 0 0 0 

Green 2,938 0 0 

TOTAL 2,938 0 0 
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14.1 None required. 

 
15. Future Strategic Vision 
 
15.1 The Strategic Vision is built on a foundation of strong financial 

management and the reporting of financial outturn is a key element of 
this. 
 
 
 
 
 
REPORT AUTHORS: Samantha Gilbert  Tel: 0121 704 6278 

SCH Chief Financial Officer 
sgilbert@solihull.gov.uk 
 
Karen Cranley  Tel: 0121 704 6421 

     SCH Finance Manager 
     Karen.Cranley@solihull.gov.uk 
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Financial Dashboard as at Sep-21 - Period 6

Part 1: Revenue Position - Current Forecast

Annual Budget £000
Forecast Outturn 

£000

Forecast Variance 

£000

Previous Quarter  

Forecast Variance 

£000

Movement from 

previous period 

£000

2,510 2,452 (58) (57) (1)

5,404 5,579 175 205 (30)

Service Area Explanation of forecast variance / Explanation for movement in variance from previous period

Chief Executive Forecast:

£56k due to year end annual leave/flexi leave adjustment. The balance of annual leave and flexi leave owed at year end 

2020/21 was significantly higher than average therefore a credit is expected at year end 2021/22.

Movement:

(£1k) Balance of small over/underspends.

Housing & Communities Forecast:

Housing Options forecast to overspend by £120k mainly made up of:

Wellbeing - mainly a combination of £31k standby charges previously charged to Asset Management, £28k additional 

equipment purchases and £26k reduced income - total £78k overspend

Temporary Accommodation - Furniture & utility costs overspends due to increase turnover of TA - £45k overspend

Rent Collection & Money Advice forecast to underspend by £24k mainly made up of:

Income Collection reduced court and warrant fees due to lower court action - £18k underspend

Neighbourhood Services forecast to overspend by £70k mainly made up of:

Cesspool ongoing significant overspend, however, the service is working with Severn Trent to link properties to the mains by 

March 2023 - £20k overspend

Laundry Service overspend due to lack of use with the service undertakng a feasibility of installing washing machines to 

individual properties that have communal laundry facilities as income does not meet cost - £15k overspend

High & Low Rise - increased electricity costs - £30k overspend

Movement:

Pay due to delays in recruitment and amendment of pay budget virement - £87k underspend

Budget hotel overspend funded from Reserves - £57k reduced overspend

Furniture costs on PSL & TA - £36k overspend

Gas and electricity across various services - £66k overspend

PSL rents & other minor variances - £12k overspend

0
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12000
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Financial Dashboard as at Sep-21 - Period 6
9,585 9,849 264 334 (70)

83 91 8 10 (2)

3,001 2,984 (17) 20 (37)

20,583 20,955 372 512 (140)

Asset Management Forecast:  Pay forecasts are annotated by service area below, however, overall Asset Management are forecasting £147k 

overspend on pay

Management forecast to undespend due to a combination of vacancies, additional recharges to the capital programme and 

reduced feasibility spend -  £69k underspend

Day to Day forecast to overspend by £247k mainly due to:

Standby - issue with scripts which classed a high number of jobs as 1 day emergency - £22k overspend

Day to Day - payroll overspend £115k due to high use of agency staff covering long term sickness and Increased Section 11 

Disrepair claims due to a backlog £110k - total £225k overspend

Void repairs - following the approval of £397k from reserves Voids are forecasting an overspend of £85k mainly relating to sub-

contractor costs on  Gas and Electric.  The service are working with the contractor to identify the reasons and introduce control 

measures.

Compliance forecast to underspend by £34k mainly due to:

Safer Homes - overspend on Gas works £30k, Pay overspend £29k, offset by reduced Door Entry and Lift costs £30k  - £29k 

overspend.   / Asbestos Team - payroll underspends due to vacancies - £25k underspend

Health & Safety Water Risks - based on annual contract value - £20k underspend / Electrical Testing reduced costs - £10k 

underspend

Support Services forecast to overspend by £55k mainly due to:

Biomass - overspend on utilities £17k and Pellets £48k plus net under achievement of income £11k - £76k overspend.  /  Capital 

Programmes pay overspend £36k.   /   Fleet - overspend due to change in specification for Estates vehicles net of minor other 

savings - £21k overspend

Stores and HUB Admin - pay underspend £64k due to vacancies

Movement:

An increase of payroll costs of £51k mainly relating to the D2D budget; Biomass £72k mainly due to increased spend on Pellets 

and a reduction in income; £55k increase in Section 11 Disrepair claims; £24k increase in Standby Call-Outs;  Increase in Voids 

spend overall due to funding from reserves means a reduction on the variance of £70k; reduction in the waste contract and fire 

protection overspend of £93k and £46k respectively which have been funded from Reserves; Reduction in Electrical testing 

expenditure of £45k due to some tests being capitalised;  £18k Minor underspends.

Procurement Forecast:

Income - Overspend due to a rebate which is normally received for use of the London Housing Consortium framework, however 

the framework was not used in 2020/21.

Movement:

£1k Reduction in salary costs and £1k Apprentice income

Customer Transformation & 

Business Support

Forecast:

Governance & Admin - Minor overspend on Pay £3k and £6k on Board for consultancy fees - total £10k overspend

Customer Experience - Mainly pay underspends due to vacancies - £33k underspend

Business Support - Policy & Performance Pay £37k due to a Project Manager post planned to be capitalised from August and 

Grants & Subscriptions £25k due to significant increase in payment to Housing Ombudsman - total £62k

Endeavour House, Coppice Way and Kingshurst Offices made up of a range of pay and non-pay minor underspends and £20k 

unbudgeted office rent income - total £67k underspend

Movement:

£18k income for staff salary costs from Capital CRM project. £15k reduction in forecast on Coppice Way premises costs. £6k 

reduction in pay costs due to correction of pay budget virement. £2k minor overspend variances.

Revenue Total
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Financial Dashboard as at Sep-21 - Period 6

Part 2. Capital Expenditure

Annual Budget

£000

Forecast Outturn 

£000

Forecast Variance 

£000

Previous Period 

Forecast Variance 

£000

Movement from 

previous quarter 

£000

1,515 1,070 (445) (528) 83 

11,773 10,323 (1,450) (1,551) 101 

1,620 1,655 35 0 35 

2,400 2,171 (229) 0 (229)

300 280 (20) (20) 0 

209 209 0 (100) 100 

3,100 3,100 0 0 0 

1,560 1,518 (42) 0 (42)Programme Management 

and ICT

Forecast:

£42k Underspend on IT Strategy 

Crime and Security

Cyclical Capital Maintenance

Health, Safety and Legal 

Obligations

Forecast:

Spandrel Panel project forecast to underspend due to the revised delivery plan compared to approved budget.  Contractor 

expected to be in place by December 2021 - £3.654m underspend

Sprinkler Project forecast to overspend by £2,103k due to timing differences between the profiling of the funding and revised 

delivery plans.   Implications for revised standard not yet reflected in outturn forecast. 

Movement:  (£70k) Underspend on Structural Works and £171k overspend on Sub-Mains

Climate and Energy Forecast:

£35k for Updating the Biomass Building Management Systems

Capital Maintenance and 

Improvements

Forecast:

Flat Roofing Project additional material costs - £30k overspend 

Low Rise Overcladding project on hold while SCH assess works to support the LADS2 funding - £200k underspend

Sheltered Schemes works limited to St Johns Security, Bin Stores and Communal Areas - £60k underspend

Public Sector Adaptations Forecast:

Shortfall of staffing resource and impact of Covid has caused a backlog which should be resolved with planned increase in 

staffing resource.  Adult Care & Support have agreed to fund 50% of 5 additional temporary posts involved in the award and 

installation of adaptations meeting the Disabled Facilities criteria with the remaining 50% to be funded by the HRA for their 

work on Public Sector Adaptations.

Environmental and Estates Forecast:

Underspend by £20k. There has been no spend against this budget for 2 years and only minimal spend in 2018/19

Capital Classification Explanation of forecast variance / Explanation for movement in variance from previous quarter
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Financial Dashboard as at Sep-21 - Period 6
8,399 3,603 (4,796) (4,896) 100 

0 0 0 0 0 

30,876 23,929 (6,947) (7,095) 148 

Stock Growth & 

Development

Forecast:

DIY Shared Ownership no spend forecast in 2021/22- £1m underspend

Lakeside delays due to protected species surveys delaying planning - £2.502m underspend 

Property Acquisitions budget based on 17 properties in 2021/22, however, changes in pooling regulations mean this 

requirement has changed.  Acquisitions will however continue to take place to ensure all future deadlines are achieved - 

£1.294m underspend

Movement:

£100k relates to the Kingshurst Village Centre project which was expected to begin in 2022/23

Solihull Independent Living Budget of £2.041m which is offset within the HRA capital programme by income from the Council's General fund hence the nil 

balances throughout.  Expenditure is forecast to outturn £838k underspent and will be offset by a reduction in the income 

received from the Council to bring the forecast outturn to break even. A shortage of staffing continues to cause a backlog with 

the Council's Occupational Therapists which is now unlikely to significantly reduce this underspend forecast before March 2022.
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Financial Dashboard as at Sep-21 - Period 6
Part 3. 1-4-1 Receipts

Cumul.Spend Cumul.Spend
Total Spend 

Required*
Cumul. Purchases

Year 1-4-1 Cumul. 1-4-1 Cumul. Required Gross Actual Gross Required #

2021/22 368,516 772,472 1,202,991 2,363,687 (1,160,696) 0 

2022/23 516,503 772,472 1,572,959 2,363,687 (790,728) 0 

2023/24 1,143,429 772,472 3,140,274 2,363,687 776,587 5 

2024/25 1,143,429 772,472 3,140,274 2,363,687 776,587 5 

Part 4. Reserves

(1,500) 0 0 0 (1,500)

(1,711) 976 154 0 (581)

(1,178) 204 0 0 (974)

(5,908) 896 0 0 (5,012)

(10,297) 2,076 154 0 (8,067)

Balance 

31/03/2021

£000

Forecast use 

2021/22

£000

Forecast use 

2022/23 

£000

Forecast use 

2023/24 

£000

Forecast Balance 

31/03/24

£000

(5,094) 1,263 (314) (463) (4,608)

0 0 0 0 0 

(1,660) 495 368 309 (488)

(212) 0 0 0 (212)

(3,201) 2,885 (752) 64 (1,004)

0 0 0 0 

(5,948) 1,118 2,897 1,933 0 

(16,115) 5,761 2,199 1,843 (6,312)
(2,094) 787 0 0 (1,307)

(2,587) 1,779 808 0 0 

(11,542) (336) 3,602 (1,098) (9,374)

0 (2,354) 809 0 (1,545)

(16,223) (124) 5,219 (1,098) (12,226)
(32,338) 5,637 7,418 745 (18,538)

sub-total HRA Capital Reserves
TOTAL HRA RESERVES

High Rise Sprinklers Reserve

RTB Receipts Reserves

Capital Receipts Unapplied

High Rise Sprinklers Reserve

sub-total HRA Revenue Reserves
Major Repairs Reserve

Earmarked: Regeneration

Earmarked: Capital investment 

Surplus Management fees

Working Balances (minimum £2m) 

pre-2004 Reserves

Welfare Reform / HRA Balances

General Reserve Reduction due to the budgeted £176k surplus in 2021/22 offset by current £372k forecast overspend 

and £700k for Housing Options new Office.

TOTAL SCH RESERVES

Housing Revenue Account Reserves  

(held by SMBC)
Comments

Comments

Minimum Working Balance

Budget Strategy Reserve (BSR) Approved use of BSR in 2021/22 includes:  

£397k Use for Voids, £150k Digital Transformation posts; £100k Apprenticeship scheme, £60K Stock 

Condition Survey, £17k Asset Management Review, £91k Waste Contract, £57k Budget Hotels, £46k 

Monthly Fire Protection Servicing costs, £58k Fire Safety Posts

BSR: Restructure costs £160k Pay Award, £26k Fire Safety Posts , £18k Housing Service Void post

Solihull Community Housing Reserves

Balance 

31/03/2021

£000

Forecast use 

2021/22 

£000

Forecast use 

2022/23 

£000

Forecast use 

2023/24 

£000

Forecast Balance 

31/03/24

£000

Receipts Actual Spend

* Credit figure means we have spent ahead of the required date.  Debit figure denotes the total spend required (141 receipt plus our contribution)
# Based on average purchase price of £146,000.

  From April 2021 the Pooling regulations have changed to allow 5 years to spend the 1-4-1 receipts and to increase proportion of receipts that can 

fund properties from 30% to 40%. These changes have been reflected in the above dashboard
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Financial Dashboard as at Sep-21 - Period 6
`

Part 5. Age of Outstanding Accounts Receivable Debts

Current Quarter      Previous Quarter

Part 6: Rent Collection

£22,330,562

£21,719,914

£21,623,351

97.27%

100.45%

Part 7. Debt Impairment

Total HRA Debt £
Impairment Required 

£
3,633,734 2,844,690

3,927,616 2,961,408

116,718
240,381

357,099
800,000

(442,901)

2021/22 Budget 2021/22 Budget 11,700

(Under) / Overspend against annual budget (Under) / Overspend against annual budget 5,861

TOTAL CHARGE TO DEBT IMPAIRMENT TOTAL CHARGE TO DEBT IMPAIRMENT 17,561

Increase/Decrease Increase/Decrease 17,561
Add: Net Write offs YTD Add: Net Write offs YTD 0

31-Mar-21 31-Mar-21 126,669 111,761

30-Sep-21 27-Aug-21 144,127 129,322

Rent Roll SCH Collection percentage 99.65%

Percentage rent collected of rent due

Percentage rent collected of rent due excl. arrears b/fwd

HRA Arrears SCH Arrears Total SCH Debt £ Impairment Required £

Overall Income Due SCH Rents collectable @ Sep 21 £90,830

HRA Income SCH income of  rent due £90,514

HRA Income SCH Income

£4k

£4k

£427k

£9k

£1k

£20k

Current (0-…

31-60

61-90

91-180

181-365

365+

35

39

0

418

9

10

Current (0-…

31-60

61-90

91-180

181-365

365+
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SOLIHULL COMMUNITY HOUSING 

BOARD MEETING: 29 NOVEMBER 2021 
 

REPORT OF THE EXECUTIVE DIRECTOR OF CUSTOMER SERVICE 
TRANSFORMATION AND BUSINESS SUPPORT 

 

Performance Exception Report 
 

1. Purpose of Report 
 
1.1 To give an update on performance against the Key Performance Indicators 

(KPIs) at end of quarter 2 – 30 September 2021) where targets have not been 
met.  Furthermore, this report will also provide an overview of the annual 
HouseMark performance summary and finally a proposed KPI change. 

  
2. Recommendation – Items for Noting / Approval 
 
2.1 The Board is recommended to: 
 

(i) NOTE  The overall performance outturn and the commentary, 
listed in Appendix A, on those KPIs where targets have not been 
met. 

(ii) NOTE  HouseMark annual performance summary report. 
(iii) Approve    The recommendation to transition service specific 

Customer Satisfaction measures to two, overall Satisfaction 
Measures for SCH for the remainder of the Financial Year. 
     

3. Performance Reporting 
 
3.1 This report details achievement against the business critical KPIs where 

targets have not been met at end of quarter 2 2021/22.  
 

3.2 This quarter there are 32 KPIs with 15 targets being met (green), 5 off target 
but within tolerance (amber) and 12 where target missed (red). 

 
3.3 The 12 red issues are:  

 

 WR15 – current tenant arrears, 

 AM1 – properties with valid gas certificate, 

 AM20 – average days to complete response repairs,  

 WB2 – major adaptations completed in timescale,  

 VL1 – average void re-let time,  

 VL13 – void rent loss,  

 VL16 – number of lettable voids,  

 AM19 – satisfaction with response repairs, 

 VL19 –satisfaction with new home, 

 NS6 – satisfaction with ASB case handling, 

 CR29 – satisfaction with contact centre,  
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 CR34 – complaints responded to in timescale. 
 

3.4 Transactional satisfaction (CSAT) is now being undertaken by a new data 
partner with the mobilisation of the contract during quarter1, the results of the 
various transactional surveys and the quarterly STAR tracker covered in the 
Voice of the Customer report presented to Housing Operations Committee on 
15 November 2021. 

 
3.5 A full summary of performance of the KPIs where targets have been missed is 

attached at Appendix A. 
 

4. HouseMark Annual Performance Summary – SCH 
 
4.1 The 2021 annual HouseMark performance summary has been received by 

SCH comparing cost and performance with similar social landlords. The peer 
group for the benchmark is ‘All England’. 

 
5. Report highlights 
 
5.1 Overall operational performance is lower than peers, categorised as ‘poor 

performance and high costs’, but specifically Asset Management maintenance 
performance (various areas) is slightly above that of peers and costs are 
closer to the median, represented as ‘good performance and high cost’. 

 
5.2 Customer experience based upon latest STAR results was slightly lower than 

the peer group, placing SCH in the third quartile with customers being 81% 
satisfied with overall services vs a peer median of 82.3% 

 
5.3 There are 19 KPI’s that have been measured, broken down as follows. 
 
5.4 SCH KPI’s within Quartile  1 = 2 

SCH KPI’s within Quartile  2 = 6 
SCH KPI’s within Quartile   3 = 8 
SCH KPI’s within Quartile  4 = 3 

 
5.5 Areas improved: 
 

 Void rent loss 

 Average staff sick 

 Number of repairs per property 

 Average days to complete repairs 

 Repairs CSAT 

 Overall satisfaction 

 Satisfaction that views are listened to 

 Satisfaction with neighbourhood 
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5.6  Areas that have worsened: 
 

 Overhead costs – the overall operating cost per property is being 

evaluated by HouseMark and the SCH Finance Team. 

 

 Housing Management CPP - The PAY costs have increased overall, the 

main reason being the increased investment in the Customer Engagement 

Team.  We have also invested in Employment and Skills support, including 

an Employment and Skills Officer and Administrative support. 

 

 Staff turnover - Work continues on the People Strategy launched earlier 

this year to improve the SCH people offer. 

 

 Major works CPP - The main reason for the increase in CPP for Major 

works is the additional cost on the Capital Programme of over £6m in 

2020/21 mainly due to spend in the New build programme: 

o £4.30m                 Stock Growth and Development 

o £1.00m                 Sprinklers and Spandrel Panels 

o £0.37m                 Cyclical Maintenance 

o £0.89m                 Low Rise - Envelope Programme 

 

 Percentage of valid gas certificates - At the end of Q2 the number of 

properties out of compliance stood at 14 resulting in the red end of quartile 

position of 99.83%. This was due to an increase in access refusals due to 

complex reasons such as, Police investigations, Mental Health etc. The 

number had reduced to 8 (99.9% - RED) by the end of October and further 

still to 5 (99.94% AMBER) as recorded on 17 November 2021. A verbal 

update on this can be provided to members during the meeting. 

 

 Time to answer calls - Work continues on the People Strategy launched 

earlier this year to improve the SCH people offer. 

 

5.7  Year on year comparison: 

 

Fig 1: The table below shows quartile position this year compared to previous 
year 

 
 

  Quartile Quartile 

  2019/20 2020/21 

Overheads cost per property   3 

Housing Management CPP 2 3 

Current tenant arrears 3 3 

Rent loss voids 3 2 

Average staff days lost sick 4 3 
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Staff turnover 3 4 

Major works CPP 3 4 

Repair & voids CPP 2 2 

Repairs per property 4 3 

% properties with valid gas cert 1 2 

Average days to complete 
repairs 

2 1 

CSAT repairs 4 3 

Calls to CC per property   4 

Average time to answer calls 2 3 

Complaints per property   1 

Complaints resolved in 
timescale 

2 2 

Overall satisfaction 4 3 

Satisfaction that views are 
listened to 

4 2 

Satisfaction with 
neighbourhood 

4 2 

 
 
5.8 Despite a challenging year, there are some positive indications of 

performance progression against sector peers that are highlighted in Fig 1, 
including improvement in staff sickness days, repairs per property and all 
SCH customer satisfaction measures including 2 that have moved from 
Quartile 4 to Quartile 2 (Satisfaction views are listened to and 
neighbourhoods). 

 
6. Customer Satisfaction Reporting 

 
6.1 Board is asked to: 

 
Approve a change in Customer Satisfaction measures from multiple to a  
single ‘overall’ measure for Transaction and Perception as below: 

 

 Overall Customer Satisfaction (Transactional) - 85% Target 

 Overall Customer Satisfaction (STAR Perception) - 78% Target 
 
7. Background 

 
7.1 With the progression of the new data partnership a significant amount of work 

has been undertaken between members of the Acuity team and services 
leads at SCH to develop a broad range of new satisfaction surveys across the 
business. 

 
7.2 In addition to this, a comprehensive review of survey methodology has been 

undertaken to ensure the most appropriate survey questions are being asked, 
using detailed knowledge of practitioners within SCH and guidance from 
‘housing insight experts’, Acuity.   
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8. Transactional Survey methodology and reporting 

 
8.1 Currently SCH measure four key services and report these as KPIs. However, 

within the new data set SCH have increased the number of transactional 
surveys to cover 13 services across the business.   

 
8.2 Each survey is tailored to measure key aspects of service delivery, have been 

built to reflect resident, organisational and Sector priorities, and allow the 
survey to be easily adapted to reflect the new Tenant Satisfaction Measures 
when they are published. 

 
8.3 Surveys also have a standard question to ascertain residents’ overall 

satisfaction with SCH.  This allows SCH to calculate an inclusive, aggregated 
Overall Satisfaction measure. This is the most comprehensive overall 
satisfaction measure SCH have been able to report. 

 
8.4 Realtime Dashboards are available to managers and service leads to monitor  

satisfaction, react in a much more timely way to fluctuations, and assess the 
impact of improvement measures. A summary of the results is captured in a 
comprehensive ‘Voice of the Customer’ (VOC) report. 

 
9. STAR Survey 
 
9.1  In addition to the transactional survey a Quarterly STAR survey measuring 

perception has been implemented (rather than bi-annually) and the results 
give SCH a more frequent ‘temperature check’ of customers’ perception of 
SCH. 

 
9.2 STAR, developed by HouseMark, provides the housing sector with a 

framework to capture customer feedback in a consistent way, allowing 
comparisons across the sector.  The framework offers flexibility to respond to 
emerging policy nationally as it has done with the building safety agenda, and 
the work on Tenant Satisfaction Measures currently being developed as part 
of the Social Housing White Paper.  By using STAR, SCH will be able to 
respond quickly and get ahead of the curve in terms of our statutory 
responsibilities.  

 
10. Adjusting SCH KPI’s for Q3 & Q4 to reflect ‘Overall Customer 

Satisfaction’ 
 
10.1 The increased breadth of satisfaction surveys across the business and the  

increased accessibility to the data, coupled with a more comprehensive way 
to measure overall satisfaction, means that SCH are measuring the quality of 
service delivery for customers more comprehensively than ever before, and 
furthermore, have the most mature insight data to date.  This provides 
excellent understanding of what we do well and where we need to strengthen.   

 
10.2 It is proposed that for the final two quarters of FY 2021/22, SCH uses two  

‘overall satisfaction’ measures within the KPI’s and therefore at QMB: 
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 Overall Customer Satisfaction (Transactional) - 85% Target 

 Overall Customer Satisfaction (STAR Perception) - 78% Target 
 

This will align to the proposed Delivery Plan for FY 2022/23, where only two 
key satisfaction measures will be used (Overall transactional and overall 
STAR perception). 
 
Service specific measures will be monitored and delivered locally using the 
‘real-time’ Dashboards and VOC report. 

 
11. Financial Implications 

 
11.1 There are no specific cost implications arising from this information report. 

The costs of delivering services are covered by the annual budget setting 
process. Although failure to collect rent due in the long term may have an 
impact on the ability to deliver services. 
 

12. Equality and Diversity Implications 
 

12.1 There are no specific implications for SCH customers within vulnerable/ethnic  
groups. 
 

13. Risk Management Implications 
 

13.1 The risks arising from failing to meet specific targets such as not collecting  
income are included within the general risk management framework. 
 

14. Value for Money and Efficiency Considerations/Implications 
 
14.1 The expectation of SMBC is that we continue to deliver excellent services  

whilst delivering efficiencies. 
 
15. Tenant Involvement/Consultation 

 
15.1 There has been no specific consultation in relation to this report. 

 
16. Consistent with Strategic Vision 

 
16.1 The report is consistent with the Delivery Theme of Team 2022 “sustained  

focus on operational and cost performance”. 
 
 
 
 
REPORT AUTHORS:  Steve Abrahams 

Performance Improvement Officer 
       0121 779 8875 
           stephenabrahams@solihull.gov.uk 
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Kevin Bennett 
Executive Director – Customer Service Transformation 
and Business Support 
07702731718 
kevinbennett@solihullcommunityhousing.org.uk 
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Qtr2

Ref Description Target Aug-21 Sep-21 YTD YTD trend

WR15 Current tenant arrears as % of rent debit 3.50% 3.37% 3.67% 4.10% 0.11%

Headline summary: 

Action points:

AM1 Percentage of properties with valid gas certificate 100.00% 99.86% 99.83% 99.83% -0.03%

Headline summary: 

Action points:

AM20 Average number of days to complete repairs 7.50 8.52 10.06 10.75 -0.05

Headline summary: 

Action points:

WB2 Percentage of Major adaptation works completed on time 99.00% 66.67% 92.00% 81.40% 2.85%

Headline summary: 

Action points:

VL1 Average re-let time of voids - days 18 32 32 33 0

Headline summary: 

Action points:

There was a slight decline in performance at the end of Q2, compared to the end of Q1. While we continue with all efforts to access these properties, eight 

out of the 14 cases involve residents with complex issues surrounding access and the further six are to be progressed through for legal action. Compliance 

rates have been static for several weeks, to give some assurance around work that is being done to combat the number of properties out of compliance a 

revised process agreed between Asset Management and Neighbourhood services to streamline actions where contractor is having difficulty gaining access 

to property.

• Text messages out to residents before the 1st appointment letter is issued as a pre notification.

• Text message send the day before each appointment as a reminder.

• Rewording of the third letter to include a stronger threat of court action and the current costs that would be recharged back to the tenant.

• Additional check points for Safer Homes Team to check status of properties – checking for void properties or additional contact details for family 

members.

• Notification to Neighbourhood services, 4 weeks prior to anniversary date for the 7 day letter to be sent out, removing all other attempts at an 

appointment as Safer Homes Team have exhausted this avenue already.

• No further action from the 7 day letter, will result in injunction process being initiated. Business bulletin to all staff, reminding them to ensure correct 

contact numbers are verified at every contact.

• Comms to staff around booking jobs with an outstanding gas service.

• The pop up is visible on Open Housing.

• Regular news features to residents on importance of gas safety.

• Weekly case review between NS and AM to agree approach for the challenging cases.

Jobs that were paused due to COVID have now been completed and are included in return. There are a total of 738 repairs that were paused during 

lockdown equating to over 39,790 days in total. Performance without these days would be 9.38 days average. Additionally a number of additional repairs 

have been reported in a close proximity following the opening of the repair telephone lines for new repair works this combined with staff absences due to 

COVID has impacted on performance.

It is anticipated that service improvements will not be realised until Q3/Q4. The service is recruiting agency staff to support the enhancement in service 

delivery that are now required. The service forecasts to achieve the targeted performance by the end of the financial year.    

Funding was approved at the end of August for additional posts, part funded through DFG Capital. A summary of these posts and the current position is 

given below:      

• 1 x Admin – eventually recruited and in post from 4 October 2021, the individual has come from another DFG delivery service and is bringing valuable 

experience to the team.

• 1 x Caseworker – an appointment was made, but proved unsuitable – currently out for re-advert.

• 2 x Technical Officers – Unable to recruit on the salary scale of the posts within the SCH structure due to the skill set required. Alternative options around 

1 ‘Contracts Officer’ post and further additional external more specialist technical support on an ad hoc basis is being explored and will be brought back for 

further discussion.

• 1 x OTA – currently being recruited by Adult Social Care team.

Exception report

Whilst the arrears position is slightly down compared to quarter 1 (which returned at 3.83%), the position is an improvement compared to the same period 

in the last financial year (which stood at 4.17%).  There has also been a positive improvement between August and September with arrears reducing from 

4.21% to 4.10%. Contributing factors that have impacted performance include: significant numbers of households continuing to migrate to Universal 

Credit— 388 cases for the first half of the year, and a recent legal ruling in the case of Kalonga v Croydon which resulted in new notices having to be served 

and arrears action restarted.  This ruling only affects organisations that offer fixed term tenancies (SMBC are therefore affected by this ruling).  On a positive 

note, the government’s stay on evictions during the pandemic is now lifted, and government have also reverted back to one month notice periods (from 1st 

October) for notice seeking possession.  The go-live date for the RentSense analytics tool is anticipated late November/early December, with mobilisation 

progressing via User Acceptance Testing in October.  Following go-live of RentSense and with the continued work of the team, improvements in 

performance are anticipated during the latter quarters of this year, with a full realisation of the analytics tool expected over a 12 month period.   

• All letters have now been completed following the Arrears Review and recent case law to ensure we comply with law.

• Our new letters place more emphasis on calls coming back into the Income Collection Team rather than the Contact Centre apart from the first letter.

• Mobysoft Meetings are progressing well where Managers are now checking recommendations being made in Rentsense compared to Open Housing with 

Mobysoft analysts.

• The project will progress shortly to allow officers in the Income Collection Team to be User Acceptance Testers which should be completed by the end of 

October.

• DHP Meetings have resumed on a fortnightly basis as we week to spend more of the Council's DHP fund which is was recently boosted by a further £93k

from Central Govt to help vulnerable tenants through the winter.

The average void turnaround remains over target. Factors that have prevented further improvement with this target for September: the impact of the 

increased number of voids received and temporary accommodation properties that have required works from July and August, the number of voids under 

repair remains high additional resources were approved by SCH Board on 25/9/21 and the number of additional void properties received against forecast 

are predicted for completion by January 22. The number of fit for let properties continues to reduce, there were 60 refusals which is much higher than last 

month with some properties being refused more than once which continues to create extra work for staff and time lost. On a positive VL3 is reducing with 9 

days to let being achieved for September with 65% of lettings completed within the 8-day target.

• Board agreed an injection of resource to deal with the historic increased void numbers.

• Tenancy Sustainment still have a temporary viewing officer in post who is focusing on viewings and lettings only.

• The trajectory has been revised which will align targets to year end, this extends from the former trajectory of end of September.

• Regular communication remains in place between the Voids Team, Customer Service Teams and Tenancy Sustainment.

• Tenancy Sustainment are increasing the number of viewings completed during void works, focus on fit, second priority viewing in void works.

• An article relating to customers placing bids is to be added to our websites and social media to encourage customers to only bid on properties and areas 

they are interested in.                                                                                                                                                                                                                                            • 

This will also emphasise that two refusals could result in the applicant not being allowed to bid for a period of 3 months in an attempt to reduce the 

numbers of refusals.

• Tenancy Sustainment are contacting tenants to check they do wish to proceed with offers before the team conduct their pre-tenancy processes, again to 

identify early refusals.

• Accurate, and clear information is being provided on property adverts. Continued advertisement of DTL 2 bed high rise flats to 1 or 2 bed needs with 

affordability checks in place.

• SCHape panel focusing on the customer touch points as part of three ‘bootcamp’ sessions will make a number of recommendations.

• The use of additional sub-contractors to support the service is being introduced following additional funding from SCH Board.
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Ref Description Target Aug-21 Sep-21 YTD YTD trend

VL13 Percentage of  rent loss due to voids 0.90% 1.62% 1.67% 1.67% 0.05%

Headline summary: 

Action points:

VL16 Number of Lettable voids 70 163 146 146 -17

Headline summary: 

Action points:

AM19 Satisfaction with response repairs service 92.00% 86.90% 88.94% 88.59% 0.08%

Headline summary: 

Action points:

VL19 Satisfaction with new home 87.00% 88.89% 80.00% 77.06% 0.66%

Headline summary: 

Action points:

CR29 Satisfaction with customer service Contact Centre 90.00% 83.33% 84.54% 84.79% -0.09%

Headline summary: 

Action points:

NS6 Satisfaction with ASB case handling 87.00% 100.00% 80.00% 75.00% 8.33%

Headline summary: 

Action points:

CR34 Complaints resolved in timescale 90.00% 76.00% 68.18% 79.67% -2.51%

Headline summary: 

Action points:

• Speed of answer – 3 new FTE started on 4th October, meaning our average speed of answer should enhance, at the least it will not continue 

to decline.                                                                                                                                                                                                                              • Advisor 

Spoke to – Communication has improved in the Contact Centre and advisors are now updated on performance stats, moving forward they will 

have a snapshot of their contribution to the CSAT which will further enhance the accountability in the team .

• Query Resolved on call – We have created an Action Plan with Repairs which will be our tool to share examples of poor service and drive the 

focus on performance – for example indicating which script should be reviewed first.

• Our focus continues to be on improving the quality of the calls, ensuring advisors clearly communicate the next steps whilst showing 

empathy and understanding. This shift in quality will impact multiple elements of the CSAT survey, and we anticipate seeing an upward shift in 

‘Advisor spoke with’ ‘knowledge and ability to answer query’ and ‘Easy to deal with’ 

• See VL1.

• Weekly team leader audits of ongoing and closed cases to ensure they are all on track and adhering to service standards.

• Focus on customer contact.

• Discussions with dissatisfied customers to review and learn and understand where we went wrong.

• Tenants and staff awareness of ASB Service Standards.

75 stage 1 complaints closed in qtr2 of which 56 were within time. 38 (51%) were upheld and 3 (4%) escalated to stage 2 in the process. The 

most significant issue with complaints dealt with outside timescales was the month of September and was largely due to staff shortages in one 

particular area of the business. Complaints audits are undertaken each month with feedback to the investigating officer and line manager.  

Customer advocates are advising on outcomes to improve responses.

Whist overall satisfaction remains below target, we are seeing a trend of higher ratings for several areas of service delivery (ease of reporting, 

being clear on what can be achieved, Officer dealing with the report in a reasonable time and final outcome). There is a slightly lower overall 

rating for how the complaint was investigated, keeping to action plan, and whether the situation has improved.  There are a significant number 

of activities underway to improve the level of resident satisfaction. The Neighbourhood Services Review is underway which aims to review and 

revise the model of delivery to make it more efficient and effective. The outcomes from the SMBC review of ASB will feed into this along with 

recommendations and actions from the Community Safety Partnership ASB priority workshop being led by SCH Officers.  

• Complaints audits to be undertaken. • Amendment to stage 0 process.

September saw an increase in satisfaction with the contact centre by over 1%, with the YTD running at 5% below target. Standout low scores 

can be attributed to Speed of answer and query resolved on call, compared to August the areas with the most negative movement are Speed 

of answer and Advisor spoke to.  September started with 4 days down time due to system failure (1 day in August), meaning our ability to 

manager average speed of answer was significantly impacted as we entered recovery mode once the system was operational. Whilst IT issues 

do occur of this nature, the extent of time this issue covered meant we weren’t able to service 2000 calls which came in during the downtime, 

these queries had to be deflected to the next week. It should be noted, emergencies were actioned during this time. Resource challenges 

continued as we operated under headcount.

• Action plan to improve satisfaction developed by Voids and Customer Services team has been implemented.

• All void officers & operatives have been briefed on the Empty Homes Lettable Standard and TST to issue to customers at viewing.

• Investigate reasons for dissatisfaction among homeless applicants (Housing Options Team).

• See VL1

The number of lettable voids has reduced this month from August, but the number of lettings was lower than the projected target lettings. At 

the end of September, the number of lettable voids was 72 higher than target. During the September board meeting, approval was given to 

utilise SCH reserves to increase capacity via the support of contractors. Contractors and associated supply chains are currently mobilising and 

we are planning to reduce the additional 72 by 18 per month over the next 4 months. Voids and lettings were significantly impacted during the 

pandemic with government restricting housing movement, and we have seen the impact of this since the restrictions were lifted.

The number of lettable void, see VL16, continues to reduce but at a slower rate than anticipated as number of new voids running higher than 

projected. In addition the redevelopment schemes at Lakeside and Kingshurst add to the number of non lettable voids being held.

Residents awarded high ratings for the lettings process itself but are less satisfied with the condition of the property.  However, key driver 

analysis found that the clarity of information provided at sign up, the explanation of tenant responsibilities and being easy to deal with were 

more important to residents in terms of their overall satisfaction.  The SCHape panel are carrying out a review of communications when 

allocating properties and adherence to the lettable standard. Recommendations for improvements will be taken to Housing Operations 

Committee in November.

There has been a 2% increase in satisfaction for September compared to the previous month. The Responsive Repairs Team Manager is 

currently carrying out investigatory work on the September results with a particular focus on satisfaction and feedback from residents that live 

in a Bungalow. Any actions resulting will be introduced into future service delivery.
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Ref Description Target Aug-21 Sep-21 YTD YTD trend

NS1 Percentage of rent collected of rent due 98.00% 96.85% 97.27% 97.27% 0.42%

Headline summary: 

Action points:

HO3 Average stay in temporary accommodation (Budget hotels) - days 10 39 16 26 -2

Headline summary: 

Action points:

HO5 Percentage of homeless approaches where prevention or relief achieved 0.00% 59.32% 44.87% 49.23% -0.90%

Headline summary: 

Action points: • Continued work through TA Action Plan.

• Continued work with providers to maximise support to households in 

supported accommodation.

• Maximising private rented sector access/use through Solihome.

WB20 Net gain in paying Wellbeing service users 54 2 8 53 -1

Headline summary: 

Action points:

WB1 Percentage of Minor adaptation works completed on time 99.00% 100.00% 98.80% 98.91% -0.03%

Headline summary: 

Action points:

Improvement during Qtr2 achieving target with 3 jobs being completed late, these jobs were logged before the new scheduler was in post.

Income Collection has improved this month compared to the previous month and is improved on last years 96.63%. In term of achieving the 

98% target we are currently short by £164,036.22. There are still a number of issues we are trying to resolve around Tenancy Reviews and 

Fixed Term Tenancies and where training is necessary for Income Staff in what is a complex area to understand service of the correct Notices 

for Possession following meetings with Legal Services. On the plus side NSP's have finally gone back to pre-Covid times where 1 months notice 

is required. We therefore anticipate in the coming months increased activity again in terms of enforcement action via Birmingham County 

Court. Of the 10 cases listed for eviction during September 2021 only 2 happened taking the tally to 3 so far this year, majority were all 

suspended in chambers. 

Just behind profiled target due to a slow down in installations in latter part of quarter as a result of reduced staffing resources caused by 

training of new starters. Training nearing completion which will allow shadowing to cease and individual installations to resume.

• Attendance at the Solihull Health Care roadshow end of June.

• SMART PDR objectives set for all Officers to promote the Wellbeing service.

Over half of households were supported out of budget hotel provision within 10 days. Overall average length of stay impacted significantly by a 

small number of households with limited move on options.  

• All letters have now been completed following the Arrears Review and recent case law (Kalonga v Croydon) to ensure we comply with law.

• Our new letters place more emphasis on calls coming back into the Income Collection Team rather than the Contact Centre apart from the 

first letter which increases engagement within Income.

• Mobysoft Meetings are progressing well where Managers are now checking recommendations being made in Rentsense compared to Open 

Housing with Mobysoft analysts.

• The project will progress shortly to allow officers in the Income Collection Team to be User Acceptance Testers which should be completed 

by the end of October.

• DHP Meetings have resumed on a fortnightly basis as we week to spend more of the Council's DHP fund which is was recently boosted by a 

further £93k from Central Govt to help vulnerable tenants through the winter.

Successful prevention and relief outcomes slightly under target percentage. Successful prevention outcomes remained high at 57.14% while 

successful relief outcomes were lower than previously at 34.88%. 

• Working through TA Plan 2021/22 commitments and improvement actions.

• Diversification of TA portfolio.

• Working more upstream and on the prevention agenda.
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Solihull Community Housing
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Your annual performance summary shows you, at a glance, what the numbers mean to your customers, your people, and 
your business. Only with Housemark will you receive the on-time data and insight needed to pivot services and build an 
agile data driven culture.
This report compares your costs and performance with a peer group of similar social landlords. It forms just one of many 
services you have as a member of Housemark and is supplemented by in depth analysis and data downloads from our 
online reporting tool, Monthly Pulse performance monitoring and bespoke budget forecasts. To find out more about any of 
these solutions contact data@housemark.co.uk.

Your overall maintenance performance was 
slightly above that of your peers and your 
front-line costs are close to the median. This 
is based on your responsive repairs and void 
works cost per property of £656, your 
cyclical maintenance and major works cost 
per property of £2,019 and your average 
performance across four repairs and 
maintenance KPIs.

Your overall operational performance was 
below that of your peers and your costs are 
also greater. This is based on your overheads 
cost per property of £387, front-line housing 
management cost per property of £269 and 
your average performance across four key 
operational PIs.

Your overall satisfaction score was slightly 
below that of your peers. This is based on 
your STAR survey results from 2020-21 and 
places you in the 3rd quartile group. 

Satisfaction scores can be significantly 
affected by contextual factors such as the 
age of respondents, tenure type, location 
and when the survey was carried out. The 
biggest performance driver for overall 
perception is how easy it is to deal with the 
landlord. 

Executive summary
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Customer experience

Your organisation: 81.0%

Peer median: 82.3%

Satisfaction with the overall 
service provided
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Staff wellbeing

Despite peaks in sickness throughout the year, 
particularly amongst customer-facing staff, across 
the sector as a whole sickness absence was lower in 
2020-21 as many staff worked from home. Landlords 
with significant numbers of operatives or carers on 
the payroll should expect to see higher than average 
sickness levels going forward.

Average working days lost 
due to sickness absence

2020-21: 9.6

▼ down by 3.80 on 2019-20
This places you in quartile 3
Peer median: 7.9

Staff turnover dropped by 27% during 2020-21 due to 
the uncertainty brought about by the pandemic. There 
has since been a boom in vacancies with the ONS 
reporting record high numbers across the majority of 
sectors. Employers wishing to retain the best staff are 
embracing flexible working arrangements, building an 
inclusive culture and reviewing remuneration.

Percentage of staff turnover 
in the year

2020-21: 11.3%

▼ down by 0.27 on 2019-20
This places you in quartile 4
Peer median: 7.2%

Housing management

After an initial spike in arrears in Spring 2021, on 
average the sector position remained broadly stable 
until July 2022. Since then, average arrears have 
started to increase again and the removal of the £20 
uplift to Universal Credit, rising energy prices, the end 
of furlough and increases in national insurance 
scheduled for April will further squeeze struggling 
families.

Current tenant arrears

2020-21: 3.37%

▼ down by 0.23 on 2019-20
This places you in quartile 3
Peer median: 2.71%

The pandemic caused unprecedented disruption to 
lettings during 2020-21 and in-year void loss was on 
average 60% higher than in previous years. Most 
landlords are still grappling with persistent voids 
backlogs. We know that the best performing 
landlords focussed their attention on improving the 
lettings process – tenancy sustainment, sign-up 
processes, and relationships with other stakeholders.

Rent loss due to voids

2020-21: 1.31%

▲ up by 0.22 on 2019-20
This places you in quartile 2
Peer median: 1.64%

This places you in quartile 3
▲ up by £9 on 2019-20

Your organisation: £269
Peer median: £254

This places you in quartile 3
▲ up by £16 on 2019-20

Your organisation: £387
Peer median: £382

Overheads cost per property
Housemark’s definition of overheads includes all spend on 
premises, ITC, finance, HR and other central back-office costs. 
Central overheads make up 47% of your spend, finance, HR and 
IT contribute 36% and 17% is spent on premises.
Across the sector, 2020-21 saw a reduction in overheads costs 
driven by falls in premises expenditure, consultancy and 
recruitment fees. Increased IT spend was typically capitalised. 
Whilst some of these costs are expected to return in 2022, we 
forecast premises costs will fall 10%. Only with Housemark can you 
get detailed analysis on your costs, helping you plan for the future.

Housing management cost per property

Housing management is a core landlord service largely made 
up of employee costs - including specialist staff such as rent 
collection officers, lettings teams, ASB managers and generic 
housing, neighbourhood officers and administrators.
Housemark data reveals a 5-year trend towards employing 
specialist officers and patch sizes have been increasing as a 
result. However, landlords employing generic officers with 
smaller patch sizes (and no specialist teams) tend to achieve 
better satisfaction than other landlords. Get in touch if you'd like 
to understand how your structure is impacting performance.

Operational productivity
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Link

Link needs fixing

Building safetyRepairs

Most landlords restricted repairs services during 
lockdown and as a result total repairs volumes 
carried out last financial year were around 25% 
lower than in normal times. These delays have 
impacted on completion times and resident 
satisfaction, which we expect to improve again as 
services recover. Leading landlords are leveraging 
technology and people to improve the end-to-end 
customer experience.

Average number of calendar days taken to 
complete repairs

2020-21: 7.9

▼ down by 1.07 on 2019-20
This places you in quartile 1
Peer median: 11.4

Number of responsive repairs per property

2020-21: 3.0

▼ down by 0.87 on 2019-20
This places you in quartile 3
Peer median: 2.6

Satisfaction with the repairs service 
received (transactional)

2020-21: 89.1%

▲ up by 2.20 on 2019-20
This places you in quartile 3
Peer median: 91.0%

Housemark is delivering a research project which will 
provide invaluable insight on current progress towards 
these targets, what the key issues are, and how 
landlords can ensure they are ready. To get involved 
contact data@housemark.co.uk.

Decarbonisation

Housing maintenance cost per property
Maintaining properties in a good state of repair is a social landlord's largest expenditure line. It includes payments to 
contractors as well as capital spend on major works. For landlords with a direct labour organisation, this category 
also includes the cost of operatives. It also includes any employees responsible for managing responsive repairs and 
cyclical works programmes. At the beginning of the year landlords told us asset investment was a key strategic 
priority for 2021-22. However, with many major works put on hold during lockdown and landlords still in the early 
stages of planning large-scale decarbonisation projects, overall maintenance expenditure dropped in 2020-21 
providing a temporary boost to operating margins. However, the longer-term trend is significantly increasing 
investment in assets.

This places you in quartile 3
▲ up by £613 on 2019-20

Your organisation: £2,019
Peer median: £1,623

Major works and cyclical maintenance

This places you in quartile 2
▲ up by £9 on 2019-20

Your organisation: £656
Peer median: £734

Responsive repairs and void works 

Asset management

The UK has set a target to become carbon neutral by 
2050 as part of the global effort to reduce 
greenhouse gas emissions. Decarbonising social 
homes is a key part of this challenge. In the short 
term, landlords are required to achieve EPC ratings of 
C or above across all social homes by 2030.

The cost of decarbonising existing 
housing association homes is 
estimated to be £36bn

Ready for 
regulation

99.94% of your properties had a 
valid gas safety certificate at the 
end of March, putting you in quartile 
2 for your peer group.

During 2021 Housemark ran a research project to 
define and measure building safety – so that all 
landlords can understand and compare standards. 
Following the support of this research, we have 
developed a suite of eight safety compliance 
measures specifically designed for social housing –
covering gas, electrics, fire, asbestos, water and lifts in 
response to sector demand. You can read more about 
this project and the new measures here. 
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Customer experience

Satisfaction
There have been significant fluctuations in resident perception scores over the past year. An early ‘bounce’ in 
satisfaction results at the onset of the pandemic quickly morphed into generally lower perception scores. Although 
we noticed a recovery in spring 2021, scores remain lower than prior to the pandemic. Recent drops in perception 
scores are likely linked to resident expectations returning to normal, but landlords still having to manage the effects 
of the pandemic.
As the sector's leading experts on customer feedback measurement and analysis, we can carry out a review of all 
your current mechanisms for collecting resident feedback. With clear recommendations based on best practice, we 
use our knowledge, expertise and understanding of data to deliver insights that ensure you’re ready for regulation. 

81.0%

65.0%

85.0%

Overall service provided

Neighbourhood

Landlord listens to views and acts upon them

■ Your organisation ▲ Peer median

Your latest satisfaction results (2020-21)

This places you in: 
Quartile 3
Q1: 85.6%
Median: 82.3%
Q3: 74.3%

This places you in: 
Quartile 2
Q1: 68.0%
Median: 61.6%
Q3: 56.0%

This places you in: 
Quartile 2
Q1: 86.2%
Median: 81.7%
Q3: 76.0%

Contact

Pre-pandemic, around 83% of contact took place 
over the telephone, with 12% of contact coming in 
via digital channels. By April 2021, 1 in 4 
communications were electronic. As landlords 
continue to shift more contact to digital channels, it 
is important to ensure the process remains as easy 
and efficient as possible, no matter which channel is 
used.

Average time to answer inbound
telephone calls (seconds)

2020-21: 221

▲ up by 72 on 2019-20
This places you in quartile 3
Peer median: 117

Calls answered per property

2020-21: 9.2

▼ down by 2.4 on 2019-20
This places you in quartile 4
Peer median: 6

Complaints

Housemark data shows that responsive repairs were 
the biggest single cause of dissatisfaction during 
2020-21, accounting for 56% of all complaints -
despite most services being restricted during the 
period. Early data for 2021-22 shows a significant 
increase in average complaints volumes as landlords 
grapple with backlogs.

Percentage of complaints responded to within 
target time

2020-21: 81.6%

▼ down by 0.79 on 2019-20
This places you in quartile 2
Peer median: 80.0%

Stage 1 complaints received per 1k properties

2020-21: 4.4

▼ down by 24.8 on 2019-20
This places you in quartile 1
Peer median: 19

Peer results are based on data up to two years old
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Peer group name
All England Districts, ALMOs, London Borough and Mets

Size Organisation type
0 - 53,432 units ALMOs

London Boroughs
Region Mets/Unitaries
North East Districts
North West Housing Association (LSVT)
Yorkshire and Humberside Housing Association (Traditional)
Eastern Other
East Midlands
West Midlands DLO
London Yes
South East No
South West No data
Scotland
Wales Sample size
Northern Ireland 109
Other

The organisations in your peer group have the following characteristics:

 

The data in this report is based on cost and performance data for the financial year 2020-21 (and previous years where 
trend is provided). All quartile comparisons are based on your bespoke peer group which is detailed below. 

Further analysis against different peer groups is recommended using Housemark’s online reporting tool. Our online 
reporting tool includes hundreds of additional measures that can help you understand your performance in context.

Note we have issued this report now because we already hold data for most of your peers. However, due to mergers, 
acquisitions, entity name changes and late submissions, your peer group may change over time. Housemark can provide 
information and advice on peer groups on request, including expected submission dates for any potential latecomers.

Whether you need to evidence assurance, solve a problem, or improve services, our expert consultants are ready to help. 
Reviewing processes, culture, and practices, we dive deep into the data to help you reimagine what’s possible, make 
improvements and drive change.

Find out more about our data-driven consultancy below or contact aaliyah.lunat@housemark.co.uk.

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

Data -driven 
diagnostics

Transformation 
and change Accreditations

Service improvement 
and redesign

Appendix
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SOLIHULL COMMUNITY HOUSING 

AUDIT & RISK COMMITTEE 

CHAIR’S REPORT FROM THE MEETING HELD ON 11 OCTOBER 2021 

Recommendation for Full Board:  

The Board is asked to:– 

(i) Note  the actions taken by the Committee 

 

Board Members present at the meeting: Nigel Page (Chair), Jenny Fletcher 

In Attendance: Richard Hyde 

Officers present: Fiona Hughes, Sam Gilbert, Mark Pinnell, Kevin Bennett, Karen 
Cranley, Oliver Dodds, Jahnavi Jagadish, Mark Wills, Mary Moroney, Barbara 
Griffiths (Minutes)  
 
Apology: David Bell 
 

Summary of Committee Meeting: 

1. Procurement Improvement Update: We were advised of the rationale for the 
proposal to transfer SCH Procurement Team staff to SMBC. The team have 
worked more closely with SMBC over the last year with SCH utilising council 
contracts. The results of which are that only one procurement exercise is being 
undertaken across both organisations as opposed to separate procurement 
exercises.  The move will give the team more resilience and has the potential for 
the staff to have a more progressive career path. The date of transfer will be 1 
November 2021.  We reviewed the documents presented giving assurance of 
improvements in the Procurement Service and agreed that in future we will 
receive a summary “plan on a page”.    

 
2. Strategic Contract Procurement: 

The Council has two strategic partner framework contracts one with Dodds who 
are responsible for the mechanical and electrical works and the other with 
Grahams who carry out all other building works.  A new tender exercise is due to 
commence in April 2022. Currently framework contracts allow anyone from the 
public sector to access them. Since 2015 Dodds have carried out the mechanical 
and electrical works for SCH and we were advised that Mark Pinnell will be 
involved in the retendering process to enable specific adjustments to meet the 
needs of housing.  SCH have not previously accessed the contract with Grahams 
but the Committee gave approval for SCH to access the Grahams contract for the 
refit of the Housing Options new accommodation, subject to confirmation of 
acceptable target cost. 
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3. Risk Management 

We received an update on progress with work to refresh the risk register and we 
were reminded of the questionnaire that was sent out to 44 stakeholders 
including members of ELT, SCH Board and SMBC service providers and leaders. 
There was a good response rate and taking the responses into account and 
following a workshop with ELT a revised set of 9 corporate risks were identified. 
Further work is now ongoing to populate the new risks with mitigating actions and 
reviewing the caused by and leading to data. A further version will be presented 
to the next Committee meeting for discussion and comments. 

4.  Monitoring Report of Internal Audit Work 2021/22 

We reviewed the current audit plan, which includes a follow up audit of Contract 
Management. We noted the proposal to delay the rent collection audit due to the 
introduction of Rent Sense, on the basis that it is recommended to let a new 
system embed for six months before an audit is carried out.  

We were advised that due to the introduction of Oracle cloud, the team will need 
to carry out two audits to cover financial audits in Q3 and a further review of 
Quarter 4 once the Oracle cloud improvements have settled.  

Three audits have been completed these being Right to Buy and Complaints both 
achieving level 2 assurance with recommended. The draft report for PDR audit 
has been issued at level 3. 

5. Response to the Internal Audit of Housing Repairs 

We noted the three new medium priority recommendations which are data quality 
between operating systems, staff training on data management and contract 
management. We were advised that the Schedule of Rates (SOR) review has 
now been carried out and updated. 

6. Response to the Internal Audit of Contract Management 
 

We noted the work to address the recommendations arising from the review in 
December 2020 and in particular, a substantial number of actions are due to be 
completed by the end of October 2021. 
 

7. Response to the Internal Audit of PDR’s 
 

We noted that the full audit report is currently in the final draft stage pending 
management responses.  The previous audit report rated the PDR process as 
Level 4, and the follow up as Level 3 so there has been improvement. We will 
review the final report at our meeting in December.  

 
 

Nigel Page 

Chair of Audit & Risk Committee  

12 November 2021 
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SOLIHULL COMMUNITY HOUSING 

HOUSING OPERATIONS COMMITTEE 

Chair’s Report from the Meeting held on 15 November 2021 

Recommendation for Full Board:  

The Board is asked to:– 

(i) Note  the actions taken by the Committee 

 

Board Members present at the meeting:  Louise Tubbs (Chair); Chris Williams, 

David Bell, April Halpin, Dave Pinwell 

In Attendance: Richard Hyde 

Apologies: None 

Officers present: Surjit Balu, Mark Pinnell, Kevin Bennett, Becci Youlden, Verity 
Sayers, Niku Mawby, Mary Moroney, Barbara Griffiths  
 
SCHape Panel Members present for:  Bernie Donnelly, Michelle Carty, Denis 
Carlin, Alison Wilson 
 
 
Summary of Committee Meeting: 

1. SCHape Panel Review Outcomes – Voids Review  

The Committee were please to welcome four members of the SCHape panel who 
had been involved in the review of the voids process. We received a report and 
information around the methodology of the review. TPAS had supported the panel 
during the process as did officers from the various teams and the Heads of Service.  
The review panel have identified 25 recommendations to improve the process for 
customers. The recommendations have not yet been fully accepted and further work 
is required on the feasibility /timescales for implementation. The SCHape panel were 
very complimentary about the work the Voids Customer Service team carry out on 
follow up visits to new tenants having taken up their tenancy within the last 7 days. 
They believed this would continue to improve customer satisfaction levels. 

The Committee agreed the next steps which are to consider the recommendations 
and work with the SCHape panel to develop an action plan of those 
recommendations that could be implemented with progress against the action plan 
monitored by the SCHape panel. 

2. Voice of the Customer Report  

We noted the first report from Acuity which is a company engaged to carry out 
satisfaction surveys for all service areas. In addition to the transactional surveys a 
quarterly STAR survey measuring perception has been implemented.  We were 
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advised that real time dashboards are now in place to enable service mangers to be 
able to see ‘live’ results around customer perception of their individual service area 
and use that to improve services. 
 
The appendix included the results for quarter 2, we have asked for some contextual 
information such as sample size information to make the data more meaningful.  We 
were pleased to see the amount of activity in this area.  
 
3. Inclusive Services Register 

We had an update on the work around the inclusive services register which takes 
account of the needs of our most vulnerable residents. The team advised us that 
they had taken consideration of the definition of vulnerability and worked with Niku. 
The work was based on understanding the needs of the customer rather than the 
actual vulnerability or disability.  Obtaining this information in this format will help with 
the new building safety agenda, we will be able to share the information with the fire 
service in a way that will be compliant with GDPR regulations. We only need identify 
the properties where additional support to evacuate in the event of an emergency is 
required and will not be collecting or passing on personal information about specific 
disabilities /vulnerabilities.  It will also help us to tailor our services to help individuals 
and accessibility.  

4. Home Options Fair Treatment Assessment 

We were given an overview of the work undertaken to produce a Fair Treatment 
Assessment for the homelessness service. The assessment was requested by 
Committee members and has been worked on by members of staff. The assessment 
was looking at four main areas, how customers are supported who access the 
homeless service, the prevention aspect, providing interim accommodation and 
discharging the main homeless duty.  Mystery shopping was carried out alongside 
file reviews.  National and local data was also included in the overall assessment 
and we were given a summary of the actions arising out of the FTA including 
concerns around the types and affordability of accommodation available for younger 
single people, communication barriers that may occur for those customers accessing 
the service outside of normal working hours, the need to understand whether or not 
we have sufficient temporary accommodation suitable for families with a disabled 
member, only 2% of current temporary accommodation is suitable for families with a 
disabled member and finally the need to consider what provisions are available in 
the Borough for male victims of domestic abuse.  

The Committee members were happy with the overall findings and the level of work 
carried out and felt that the FTA had been properly assessed, we have requested 
that a similar exercise be undertaken for the Housing Waiting List aspect of 
allocations.  

5. New Builds and Acquisition Update 

Mark gave us an overview of the progress and delivery of the SCH new build 
projects and future sites.  In terms of the pipeline sites for Phase 1, we were advised 
of the shortlisting for two prestigious awards for the Faulkner Road site, unfortunately 
we were not successful in winning the awards but grateful for being shortlisted. We 

Page 184



were advised that the Faulkner Road model is one we will look to replicate across all 
development sites. We were given information about Phase 2, including the 
development of Lakeside which is a three-storey building within Townshend Grove. 
Anglesey Avenue which is also part of that phase has been held up due to lengthy 
discussions with planning colleagues, but we are expecting to have the final planning 
decision in the next few weeks. 

Several garage sites have already been redeveloped with only those less accessible 
sites being available for potential development. Colleagues from Asset Management 
and Housing will continue to liaise and consider any potential new development 
opportunity. 

We were delighted to see the information contained within Appendix 1 which detailed 
an overview of all the completed developments to date. 

 

6. SCH Performance - Quarter 2  

 

We reviewed the performance information for Quarter 2, there have been some 
successes not least those of HO5, number of successful homeless preventions.  
There are currently 15 KPI’s on target (green), 5 off target but within tolerance 
(amber) and 12 red indicators where targets have been missed. Satisfaction levels 
are holding steady which is against the national trend.  

 

 

 

 

Louise Tubbs 

Chair of Housing Operations Committee  

17 November 2021 
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Full Board 

Forward Plan 

 

Monday 29 November 2021 

  Chair’s Report from Housing Operations Committee Meeting 
held on 15 November 2021 

Chris Williams 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting held on 18 October 2021 

Jenny Fletcher 

  Chair’s Report from Audit and Risk Committee Meeting held 
on 11 October 2021 

Nigel Page 

  Quarter 2 2021/22 Performance Exception Report Kevin Bennett 

  Quarter 2 2021/22 Health and Safety Report Mark Wills 

  Quarter 2 2021/22 Financial Monitoring Sam Gilbert 

  Budget Report - SCH Sam Gilbert 

  Draft Delivery Plan /KPI’s Kevin Bennett              

 

Monday 14 February 2022   TENTATIVE 

  Chair’s Report from Audit and Risk Committee Meeting held 
on 13 December 2021 

Nigel Page 

  Quarter 3 2021/22 Performance Exception Report Kevin Bennett 

  Quarter 3 2021/22 Health and Safety Report Mark Wills 

  Quarter 3 2021/22 Financial Monitoring Sam Gilbert 

  Delivery Plan /KPI’s Kevin Bennett              

  Business Case for Workflow Implementation Kevin Bennett 

  Asset Management Improvement Plan – 6 Month Review Fiona Hughes 

 

Tuesday 3 May 2022   TENTATIVE  

  Chair’s Report from Audit and Risk Committee Meeting held 
on 7 March 2022 

Nigel Page 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting held on 4 April 2022 

Jenny Fletcher 

  Quarter 4 2021/22 Performance Exception Report Kevin Bennett 

  Quarter 4 2021/22 Health and Safety Report Mark Wills 

  Quarter 4 2021/22 Indicative Financial Monitoring Sam Gilbert 

  Asset Management Strategy Mark Pinnell 

  Chair’s Report from Housing Operations Committee Meeting 
held on 21 February 2022 

Chris Williams 

    

 

Monday 25 July 2022   TENTATIVE 

  Quarter 1 2022/23 Performance Exception Report Kevin Bennett 

  Quarter 1 2022/23 Health and Safety Report Mark Wills 

  Quarter 1 2022/23 Indicative Financial Monitoring Sam Gilbert 

  Quarter 4 2021/22 Financial Monitoring  Sam Gilbert 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting held on 11 July 2022 

Jenny Fletcher 

  Chair’s Report from Housing Operations Committee Meeting Chris Williams 

Date produced – 5 November 2021  
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held on 23 May 2022 

  Chair’s Report from Audit & Risk Committee Meeting held on 
20 June 2022 

Nigel Page 

    

 

Tuesday 8 November 2022   TENTATIVE 

  Quarter 2 2022/23 Performance Exception Report Kevin Bennett 

  Quarter 2 2022/23 Health and Safety Report Mark Wills 

  Quarter 2 2022/23 Financial Monitoring Sam Gilbert 

  Chair’s Report from Audit and Risk Committee Meeting held 
on 10 October 2022 

Nigel Page 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting held on 17 October 2022 

Jenny Fletcher 

  Chair’s Report from Housing Operations Committee Meeting 
held on 12 September 2022 

Chris Williams 

    

    

    

    

    

 
Regular Items (every meeting): 

• Minutes of Previous Meeting 
• Action Log 
• Chairs’ reports from Committee Meetings   

 
Quarterly Reports: 

• Performance (Exception Reporting) 
• Financial Monitoring 
• Health & Safety Report (including data on accidents) 
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