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Fiona Hughes – 
Chief Executive 

   

8   Quarter 3 2021/22 
Health and Safety Report 
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9   Draft Delivery Plan for 
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Chief Executive 
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10   Business Case for 
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Martyn 
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Interim 
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Samantha 
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12   Quarter 3 2021/22 
Performance Exception 
Report 
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Fiona Hughes – 
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17   Any Other Business 
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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, Surjit Balu, Samantha 
Gilbert, Mary Moroney, Mary Morrissey, Mark Wills, Barbara Griffiths 
(Minutes) 
  

  
1. CHAIR'S WELCOME AND INTRODUCTION  

 
The Chair opened the meeting which was held at Endeavour House. 
 

2. APOLOGIES FOR ABSENCE  
 
No apologies were offered.  
 

3. DECLARATIONS OF INTEREST 
 
The Chair declared that he had been appointed as interim Chair of the Board of 
HouseMark. 
 

4. MINUTES OF THE MEETING HELD 27 SEPTEMBER 2021  
 
There was a request to change the minutes Item 12 Page 10, more information 
is required to further explain the increase in the contribution to the Council’s 
Environmental Maintenance contract. It was agreed that subject to this 
amendment the minutes would be accepted as a true record. 
 
The AGM minutes were for information only and did not require approval by the 
Board. 
 
DECISION THE BOARD  
 

(i) APPROVED the minutes of the meeting held on 27 September 2021 
 

5. ACTION LOG  
 
The action log was noted.   
   

DECISION  

(i) NOTED the action log 

6. CHIEF EXCUTIVE’S UPDATE 
 
Fiona introduced the report acknowledging that it was Kevin’s last Board 
meeting and thanked him for his contribution to SCH, in particular his work 
around customer engagement and insight.    
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In terms of section 4 of the report, Fiona and Richard had agreed that going 
forward the dashboard produced for the Quarterly Monitoring Board (QMB) will 
be shared at Full Board meetings. At the quarter 2 meeting a key item 
discussed was void performance and it was acknowledged the improvements in 
the void turnaround time, mainly due to the additional investment agreed by the 
Board. In addition, proposals to report two key headline customer performance 
indicators which will be covered in Kevin’s later report. 
 
Section 5 details the good progress being made against the Asset Management 
Review and improvement plan. Board members were informed that the six-
month review of progress will be available on 14 January 2022, and the 
information will initially be shared with Richard but if there are any concerns a 
special Board meeting will be held.  The report will be shared at the February 
meeting of the Board.   Fiona drew members’ attention to the information 
contained in section 6 of the report and advised that a soft launch of the 
inclusive services register will take place in December, further updates to the 
Board will follow. 
 
Section 7 of the report sets out the work undertaken by the Employment 
Support Officer made possible by the additional resources made available by 
the Board, the report includes some case studies, 62 customers have been 
supported by the scheme with 18 having secured employment or training. 
 
Fiona drew members’ attention to the information in section 8 detailing the work 
we have done to date to improve the anti-social behaviour in Bangor House, in 
particular aerial littering. Board will remember that this attracted some negative 
press attention. The action plan and partnership working have yielded real 
improvements.  The Board praised this work. 
 
Fiona drew out highlights from section 9 of the report, in particular the need to 
reset the timetable for the asset management strategy whilst we work on 
carbon reduction. A joint workshop will be held with the Council and Board 
representatives in January which will consolidate our approach to stock 
investment.  
 
In terms of the progress on Workflow, the demonstrations have been pushed 
back but progress with the business case is still underway.  Fiona advised that 
the dates for next year’s Board meetings are still being finalised, it is proposed 
that the first training session will focus on our carbon footprint/environment 
strategy and the second on building safety.   
 
Board members requested assurance that the two new satisfaction targets are 
measured correctly and that sample numbers do not skew the outcome. Kevin 
confirmed that the methodology used was worked through with Acuity to ensure 
fairness and consistency and offered to share the weightings after the meeting. 
Fiona confirmed that Housing Operations Committee had received more in-
depth information about monitoring voids performance which is now more 
comprehensive and varied with the emphasis on the voice of the customer. 
 
Dave wanted to acknowledge the excellent work of the employment support 
officer, in particular the 30% success rate which is well above the average for 
DWP and charity sector offering the same sort of support. He asked whether 
we had set a target for year two.   Fiona agreed to come back with an answer. 
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DECISION 
 
(i) NOTED  the contents of the report 

7. HEALTH AND SAFETY QUARTERLY REPORT – QUARTER 2 
 
Mark Wills introduced the report. He advised the Board that the report had two 
appendices, one around the home standard duty and the second a 
comprehensive analysis of accident and incident reporting. Mark drew 
members’ attention to the information contained within section 4 which sets out 
legislative guidance update with several alerts being available via the HSE 
ebulletins. Section 8.7 of the report has links to draft regulations around 
building safety and section 8.10 incudes a link to several useful factsheets that 
give information about the approach of the Building Safety Regulator.   
 
Mark wanted to reassure members that the ongoing work around the Fire 
Safety Policies was continuing with SCH and SMBC working closely including 
work on workplace and managed housing service and residential housing 
requirements.  
 
Finally, Mark drew members’ attention to the information contained at points 
16.1 and 16.2 of the report which outlines the accident and incident reporting 
analysis.  
 
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  
2 2021/22                   

 

8. 8.  DRAFT DELIVERY PLAN OVERVIEW 

9. The Chair advised members that questions, and comments had been fed back to ELT 
prior to the meeting. There were challenges around some of the narrative and requests 
for reference to the Disability Confident Employer accreditation to be included.  

10.  
11. Kevin introduced the report commenting that the approach to this Delivery Plan (DP) 

had been very different with more work taking place with staff and SMBC as key 
stakeholders. The DP has been drafted against a backdrop of capturing the context of 
the changing housing sector as set out in section 2.1 and 3.1 with key influence being 
the learning following Grenfell alongside the housing white paper and the proactivity 
of the Housing Ombudsman Service. Our customer experience offer is maturing with 
insight and engagement activity.  There is still more work to do on our people offer.  
Section 3.3 of the report sets out how we are addressing the sector challenges. Kevin 
drew members’ attention to section 4 of the report which sets out the data insight and 
focus on improving performance recognising that SCH needs to be ready for the 
challenges of the sector changes; and in particular the information contained within 
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section 4.6 setting out the key performance indicators.  Sections 5 and 6 set out the 
collaborative approach both internally with our staff and more widely with stakeholders 
as developing and strengthening our relationship is key.  The timetable is set out in 
section 7 with key dates between November and March. 

 
Comments had been submitted by some Board members before the meeting and 
these were considered, Page 10 of the draft DP consideration and a request was made 
to change the wording of the first three bullet points to make it clear how they will 
support the delivery of the Council Plan.  
 
It was also suggested that page 8 of the DP should include information about the 
accreditation as a Disability Confident Employer and to also add in other 
accreditations.  
 
In terms of the KPI’s set out on Page 21 of the draft Plan, it was requested that the 
wording of HO3 be changed, as this is not a new indicator. There was also some 
concern about whether the proposed target was challenging given current 
performance which is lower at an average of 17 days. It was agreed that this target 
will be revisited. 
 
There was some discussion around the importance of Health and Safety versus 
equalities.  Equalities, diversity and inclusion is referenced in the first few pages of the 
Delivery Plan but Health and Safety is not mentioned until much later in the document. 
The explanation was offered that Health and Safety information is in the wider context 
of building safety which is covered in some detail later in the document but it was 
agreed to reconsider the wording of the contextual information at the start of the 
Delivery Plan. 
 

DECISION 

(i) NOTED   the content of the report  
 

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

Sam Gilbert introduced the report which summarises the revenue and capital financial 
performance. The revenue position shows a forecast outturn overspend of £372k at 
quarter 2 and the use of reserves approved by the Board of £930k. Paragraph 3.2 of 
the report shows the latest indications for overspends (period 7) has reduced to £137k. 
Sam advised Board members that the capital underspend at quarter 2 is around £6.9m 
which is not unusual and drew their attention to the dashboard within the attachment 
which sets out the detail of those schemes not yet completed. 

Section 4 sets out the impact on the Medium-Term Financial Strategy (MTFS). Section 
5 sets out the additional capital spend required to bring the sprinkler scheme up to the 
new British Standard which required a change to the current scheme. There is also 
more detail included in section 6 around the request to approve the spend of £81k 
from reserves for the acquisition of an SCH shared ownership property. The current 
occupant has expressed an interest in moving and as a result it is considered prudent 
to reacquire the property back into the portfolio. As the property will be owned by SCH 
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it is considered more appropriate to obtain the funding from SCH reserves rather than 
the Housing Revenue Account.  

The Chair checked whether the questions asked prior to the meeting had been 
sufficiently answered and it was agreed that they had.  

DECISION 

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

 
(ii) NOTED   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) NOTED   the forecast capital underspend of £6.947m to the year end  

for the current financial year 2021/22 
 

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

(v) NOTED   the current and forecast reserves position  
 

(vi) APPROVED  the use of £81k from the Budget Strategy Reserve for a SCH 
owned property acquisition 

 
10. REVENUE AND CAPITAL BUDGET 2022/23 & CAPITAL 3-YEAR PLAN 

 
Sam Gilbert introduced the report drawing members’ attention to the information 
contained within Table 1 which sets out the increase in SCH Management Fee 
from what was reported to the September Board meeting. Appendix A sets out 
the amendments and shows the proposed 10-year HRA budget plan. She 
confirmed that the HRA Capital programme is subject to Council approval, which 
will be sought in February 2022. 
 
Sam briefly ran through the information contained within Graph 1 which details 
the HRA annual surpluses / deficits over the 10-year forecast period. The 
increase in the management fee since the September Board meeting is good 
news and puts SCH in a stronger financial position. 
 
Sam drew members’ attention to the information in table 2 which sets out the 
SCH budget which has been set to balance over a four-year period. Budget 
assumptions can be found in table 3 of the report. ELT are recommending an 
incremental approach over the next three years to develop a staffing structure to 
support the work around building safety regulations. The outline of the capital 
programme is set out in Appendix F. Sam reminded the Board members that 
there are always risks associated with building safety and changes to regulations, 
that have a financial impact and the finance team will keep a close eye on this.  
 
Several questions had been submitted by Board members prior to the meeting 
and had been responded to limiting the need to ask questions at the meeting. 
Clarification was sought for those capital programmes detailed on page 108 of 

Page 7



SOLIHULL COMMUNITY HOUSING BOARD MEETING – 29 NOVEMBER 2021 

 

the pack that will no longer go forward due to diverting expenditure to the new 
sprinkler programme, and in particular the impact on these projects. 
 
The HRA reserves were to be used to fund the sprinkler retrofit over three years, 
the three years were an estimate at a point in time, two things happened following 
this there was an update of the Building Safety Standards for sprinklers which 
required the need for us to adapt the current sprinkler programme. The changes 
in regulations added an extra £1.6m to the project, to be funded by the Housing 
Revenue Account (HRA). The sprinkler programme is not overspent there 
appears to be more expenditure due to the combination of both factors i.e. 
bringing forward the expenditure and additional expenditure to meet the new 
standards. The total funding in reserves is earmarked for these costs.   
 
It is likely that the capital programme will not be affected until 2024/25 and those 
programmes have not yet been finalised so any impact will be lessened by that.  
 
DECISION 
 

(i) NOTED   the 2022/23 proposed HRS budget and SCH  
Management Fee 

(ii) APPROVED  the adoption of the 2022/23 SCH Revenue Budget  
(iii) APPROVED  contributing the 2022/23 surplus of £332,000 to the  

Budget Strategy Reserve 
(iv) NOTED   the 2022/23 HRA rent proposals to be considered by  

the Council for dwellings, garages and ground rent.  
(v) APPROVED  the proposed rent increase of 4.1% for SCH owned  

affordable homes 
(vi) APPROVED  the proposed rent increase for SCH owned part  

ownership properties of RPI (February 2022) +0.5% 
(vii) APPROVED  the approved schedule of fees and charges 
(viii) NOTED   the update on the 3-year housing capital programme  

and 2022/2022 budget  
(ix) NOTED   the SIL 2022/23 capital budget 

   
 

12.   PERFORMANCE EXCEPTION REPORT 
 
Kevin introduced the report detailing the performance for Quarter 2. He advised 
that there were currently 12 red KPIs which are listed in paragraph 3.3 of the 
report. There are some notable improvements particularly in relation to the void 
relet time and improvements to customer satisfaction.  Kevin reminded members 
that Housing Operations Committee had received a full report on customer 
satisfaction and our partnership with Acuity which allows deeper insight into 
customer satisfaction. 
 
Kevin drew members’ attention to the information contained within the 
HouseMark annual performance summary.  There are still some areas where we 
are high cost and relatively low performance, some areas of asset management 
are fairing better than our peers where costs are closer to median.  Customer 
satisfaction results place us in median quartile with a result of 81%. Paragraph 
5.5 of the covering report details information about areas we have improved and 
5.6 details areas where our performance has worsened. Staff turnover is still a 
challenge, major works cost per property and call answering time into the contact 
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centre, although that has improved with calls being answered in under three 
minutes but at times can be as low as one minute.   The table at Fig 1 5.7 shows 
two-year comparisons.  
 
Moving on to the item requiring approval, Kevin gave a brief overview of the 
information contained within section 6 of the report and in particular the rationale 
for changing the satisfaction measures to fit into an overall measure for 
transaction and perception. The proposed target being 85% for Transactional 
overall satisfaction and 78% for STAR perception overall customer satisfaction.  
 
There was a discussion around the reasoning for the transactional satisfaction 
target being higher than the STAR perception target and clarification of the 
rationale for that was requested.  Kevin confirmed that 85% was aspirational for 
the transactional satisfaction but the perception is based on the previous 
performance over previous years being 71% and 81% so settled on 78%.  
 
 
DECISION 
 

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

(ii) NOTED   HouseMark annual performance summary report 
(iii) APPROVED  the recommendation to transition service specific  

     Customer Satisfaction measures to two, overall Satisfaction  
     Measures for SCH for the remainder of the Financial Year. 

 
 

13. AUDIT AND RISK COMMITTEE CHAIR’S REPORT FOR THE MEETING 
HELD ON 11 OCTOBER 2021 
 
Nigel gave a brief overview of the meeting commenting that the meeting was 
fairly straight forward although with only Jenny and himself attending (and 
Richard as an observer) it is an indicator that the Committee is not operating at 
full capacity and is an indicator of the importance of ensuring the Board was at 
full strength.  
 
Sam noted that the Committee had been asked to recommend two decisions 
for Board approval but as these had not been included in the Chair’s Report it 
was agreed to circulate the information to all Board members via email for 
approval.  Board are to be asked to permit SCH to take part in the Council’s 
Strategic Partnership framework negotiations and to allow SCH to access the 
Council’s contract with Grahams for the refit of the new office accommodation 
for Solihull Home Options staff.  
 
DECISION 
 

(i) NOTED  the actions taken by the Committee 
 
Post Meeting Note - All Board members confirmed that they were happy 
to approve two recommendations from the Audit & Risk Committee which 
were: 
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o AGREE for SCH to work with the Council on the new strategic 
partnering contracts with a view to SCH accessing these when the 
contracts are in place.   

o AGREE for SCH to access the Graham contract for the refit of the 
Home Options service subject to confirmation of an acceptable 
target price. 

 
 

14. HUMAN RESOURCES, EQUALITIES AND REMUNERATION COMMITTEE 
CHAIR’S REPORT FOR THE MEETING HELD ON 18 OCTOBER 2021  

Jenny Fletcher gave a verbal update of the meeting; the Committee had received 
updates on two HR Policies namely the Carers policy and Domestic Abuse policy 
within the workplace protocol.  The Committee also considered two well 
constructed policies around blended ways of working and Learning and staff 
leave the Organisation.  

DECISION 
 

(i) NOTED  the actions taken by the Committee 
 
 

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

Louise had Chaired this meeting. Louise confirmed that it was a good meeting 
and positive for the Committee members to meet members of the SCHape 
panel.  Louise wanted to mention the report submitted in terms of the New Build 
and Development work, particularly the useful appendix which set out all past 
and future developments. 

DECISION 
 

(i) NOTED  the actions taken by the Committee 
 

16.  FORWARD PLAN 

The Board forward plan was considered  

DECISION 

(i) NOTED the Board Forward Plan 

17. ANY OTHER BUSINESS 

There was no new business. 
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18. REVIEW OF THE MEETING 

Overall the meeting was positive, Board members welcomed the new approach 
to the drafting of the Delivery Plan and welcomed the opportunity to meet in 
person. Many of them felt it was difficult to hear (as the windows were open) but 
recognised the reasons for this. Staff and Board members all felt that the 
opportunity to send in questions before the meeting helped with the overall 
process and Board members thanked staff for providing the answers before the 
meeting. Kevin thanked everyone for their support over the last 2+ years in 
particular guidance and patience.  

19. NEXT MEETING DATE 

The next meeting will take place at Endeavour House on 14 February 2022. 
 
 

The meeting ended at 7.32pm 
 
 

Signed by chair: ……………………………………………. 
 
Date: …………………………………………………………. 
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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 

0921-1 Board requested 
Accident / Incident 
Benchmarking Data for 
Comparison Purposes 

Mark Pinnell 
/Mark Wills 

February 
2022 
 
 

It is recommended that this data is obtained after year end to 
allow for a comparison of the whole year. National working 
groups to be approached, e.g. NFA as well as other 
local/regional networking groups, e.g. West Midlands Social 
Housing Group Meeting. Revised target of July 2022 therefore 
proposed. 
 

 

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 
(FHSG) ends in 
September 2022 

Surjit Balu September 
2022 

  

P
age 13

A
genda Item

 5



 

 

1121-1 Board members 
requested assurance that 
the two new satisfaction 
targets are measured 
correctly and that sample 
numbers do not skew the 
outcome 

Martyn 
Sargeant 

April 2022 Email sent to all Board members 1 February 2022 setting out 
explanation of sample size /weightings for CR2 Overall 
Customer Satisfaction level (transactional survey). 
The quarterly STAR survey is undertaken against a random 
sample of 150 tenants per quarter selected from the whole 
tenant data set, so there will be 600 tenants surveyed across 
the year. This meets the minimum requirement of STAR. 
There should not be any duplication among the 600 across the 
year and the sample will be selected so that it is representative 
of the diversity of the tenant data set by Area, Age group, 
Ethnicity and Property type. 

 

1121-2 Target required to be set 
for year 2 for the 
Employment Support 
Officer 

Martyn 
Sargeant 

March 
2022 

Currently setting the targets for the Employment and skills offer 
for 2022/23 in conjunction with our partners.  We expect to 
agree target by March 2022. 

 

 

 

P
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SOLIHULL COMMUNITY HOUSING 
 

BOARD MEETING: MONDAY 14 FEBRUARY 2022 
 

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. Introduction  

 
3.1 Board members will note that we have a number of important reports for 

consideration at the Board meeting on 14 February.   Considerable progress 
has been made in delivering improvements in the asset management service 
following the review as set out in agenda item 7.  Underpinning our approach 
is a revised health and building safety governance framework which is set out 
in both agenda item 7 and 8.  Also fundamental to our longer term 
improvement will be the work to improve our data integrity and this is set out 
in agenda item 15.  These three interlinked strands of work have been a key 
focus since the last Board meeting.   
 

3.2 Board members will also note that the workflow project which has been 
reported in recent months through the Chief Executives report, has now 
become a firm proposal as set out in agenda item 10.  If approved to progress 
to the next stage this will cement our improvement in our customer experience 
through enabling a more seamless and integrated customer journey.   
 

4. Executive Team  
 
4.1 Board members are aware that Martyn Sargeant has now joined the 

Executive team on an interim basis as Executive Director of Customer Service 
Transformation and Business Support, replacing Kevin Bennett.  Martyn will 
attend his first Board meeting on 14 February and introductory meetings will 
be scheduled with individual Board members as appropriate in due course.  

 
4.2 Unfortunately Mark Pinnell has been absent since mid December and Mike 

Brymer, Head of Asset Management has been covering for Mark during this 
time and will be covering for Mark at the Board meeting on 14 February.    
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5. Covid-19 

5.1 The emergence of the new variant – Omicron – meant re-introduction of home 
working for some weeks although following the change in national guidance, 
staff have begun to return to the office through our hybrid working framework.  
As reported in the national media, the incidence of Covid increased 
significantly, although has now begun to decline.  This has had an impact on 
staff absence either through sickness with Covid or for self-isolation.  Absence 
is monitored at least three times a week and any business impact is assessed 
weekly at our Executive Leadership Team meeting.   

 
6. Asset Management Review and Improvement Plan  
 
6.1 Board members will be aware that, an external review of our asset 

management service was commissioned, and this has resulted in an 
improvement plan.  Following an external, independent review, good progress 
has been made and this is set out in more detail in the report at agenda item 
7. 

 
7. Building Safety Capital Project 

7.1 Work to address the financial implications of the revision to the British 
Standard for Fire Sprinklers (9251:2021) has now been completed. Following 
extensive work between SCH and the Principal Contractor Dodd Group, a 
revised Budget of £14.694million (previous agreed budget was £13million) 
has been approved by SMBC Cabinet at its December 2021 Meeting. 
Alongside commercial discussions and negotiation to manage cost, the 
budget has been facilitated by a restructuring of the agreed 5 year capital 
programme (with the majority of movement relating to Building Safety 
provision, cyclical works and the enveloping programme). Work has continued 
on-site and a revised overall programme has been agreed which plans for the 
project to be completed during the summer of 2023:  

• Phase 1 (4 High Rise Blocks) – Has two of the four Blocks completed 
to the previous British Standard 2014 Standard and the sprinklers 
systems live. The remainder of the work on Phase 1 relates to 
upgrading works to the communal areas in accordance with revised 
2021 British standard. There are still 9 (out of 288 flats – 3%) 
residencies that the project requires access for installation. 

• Phase 2 (10 High Rise Blocks) – Work is progressing well to the 
revised programme with 6 of the Blocks having the majority of works 
completed to the residential units (289 residential units completed). 
Work is also progressing and ‘catching up’ for the communal areas that 
have been most affected by the change in specification standards.  

• Phase 3 (10 High Rise Blocks) – Final design works are being 
completed in consultation with the Planning Authority with a scheduled 
start planned for May 2022.  

7.2 Community engagement activities continue and a further edition of the high-
rise newsletter has recently been sent to all residents living in the high rise 
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blocks. Further enhanced work continues to avail access to properties that 
have not yet had sprinklers installed on the basis that these are essential 
safety works.  

7.3 The Spandrel Panel project is just commencing the procurement process as 
part of the preconstruction project stage. Based on the financial scale of the 
project it has been determined that a wider procurement framework facilitated 
by Communities and Housing Investment Consortium (CHIC) Dynamic 
Purchasing System is a more appropriate approach than a direct award. 
Expressions of Interest for the project have been sought from the market and 
a positive response has been received. The invitation to tender will be sent 
out this month with a scheduled award date of April 2022. The full timetable 
and programme for the works will be agreed following the award. Final 
planning and building control requirements are being actively discussed with 
the Local Planning Authority (SMBC).  

8. Voice of the Customer 

8.1 During Q1 of the current financial year we established a data partnership with 
an independent and external organisation to measure customer satisfaction 
with a range of SCH services. This enables us to report an externally verified 
level of overall customer satisfaction with SCH services. This is 87.82% in 
Quarter 3. In addition, a quarterly survey tracks the level of wider satisfaction 
with SCH overall. This gives us a more frequent ‘temperature check’ of 
customers’ perception of the business.   

8.2 Real-time Dashboards are now available to managers and service leads to 
monitor satisfaction, react in a much timelier way to fluctuations and assess 
the impact of improvement measures. A summary of the results is captured in 
the ‘Voice of the Customer’ (VOC) report which was shared with Housing 
Operations Committee in November. This allows us to measure the quality of 
service delivery for customers more comprehensively than ever before, and 
furthermore, have the most mature insight data to date.  

9. Rent Arrears  

9.1 Board members will be aware that Mobysoft Rentsense is now in operation.  
The system itself went live on 8 December 2021 following an intensive period 
of user acceptance testing by the Income Team. 

9.2 Rentsense is helping SCH chase the right arrears cases through a prioritised 
caseload, promoting efficiencies by recommending tenants for contact at the 
right time. 

9.3  Due to the constraints of the pandemic, the launch was remote, and Mobysoft 
were on hand virtually to support the team and implement any essential fixes. 

9.4 The Income Team are settling well into the new ways of working and 
feedback from the team has been positive.  

9.5 Income Managers have access to the Mobysoft dashboard which provides 
real-time information on performance and outcomes, including Universal 
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Credit cases, Officer caseloads, recommendations made, case completions 
and cases outstanding, and it also provides Projected Arrears Levels.  Team 
members have access to a similar wallboard displaying team performance 
statistics and recommendations.       

9.6 As a result of the virtual launch, Mobysoft have extended their levels of 
hypercare support into January 2022.  Weekly meetings are scheduled with 
Mobysoft and SCH Income Team Managers; queries are now minimal and the 
meeting times considerably shorter.  Once hypercare ends, the team will 
move to business as usual with ongoing day to day support from the Mobysoft 
Helpdesk.  

10. Asset Management Strategy  

10.1 Good progress is being made with the development of the new 10 year joint 
Asset Management Strategy (AMS) between SCH and SMBC. Board will 
recall, money from reserves was identified alongside the agreement of the 2 
year interim Asset Management Strategy with a fundamental priority to 
strengthen the stock data held by SCH. Despite the challenges of Covid both 
in terms of available staffing capacity and access to properties, progress has 
been made to increase the amount of stock condition surveys (SCS) 
completed to inform future strategic planning requirements. The approximate 
number of SCS that are scheduled to be completed by the end of this financial 
year is 40%. This number has enabled statistically reliable data to enable 
forecasting and scenario planning to inform the 10 year Asset Management 
Strategy.  

10.2 The draft 10 year strategy is currently being developed and a key joint 
workshop with SCH and SMBC is scheduled to take place in March to discuss 
and agree strategic principles and priorities that will inform future Stock 
Investment Programme developments. It is planned for the AMS to be 
presented to Board at its meeting on 3 May 2022. 

11. Finance 

11.1 The HRA revenue and capital budgets for 2022/23 which have previously 
been reviewed by the SCH Board are going to Cabinet 10 February 2022.  
The HRA revenue report also confirms the next five year management 
agreement up to 2026 / 27. 

11.2 ELT have continued to play an active role in scrutinising the financial position 
of SCH with ongoing monthly meetings with all Executive Directors and the 
Finance team, all staffing vacancies being reported to ELT for challenge and 
approval and the Chief Financial Officer, Finance Manager and Chief 
Executive meeting monthly to review the trajectory of the forecast overspend.  
Full details of the current financial position are contained within the Q3 
Financial Report later on in this agenda, however, in summary the revenue 
position has improved from Q2’s forecast position of £372,000 overspend to 
Q3’s of £79,000 overspend. 

Page 18



11.3 Progress is being made with the new Home Options office accommodation.  
Unfortunately, however, the cost is likely to exceed the approved budget and 
therefore approval is sought for additional funding in the Finance Report at 
item 11 on the agenda.  

12. Disrepair Claims  

12.1 Board will note from the financial monitoring report in item 11 that one of our 
current cost pressures arises from an increase in disrepair claims.  These are 
claims brought by tenants as a result of disrepair and, whilst not always, these 
claims often result from incidence of damp and mould.  SCH takes our 
responsibility for providing good housing conditions very seriously and the 
executive team have set up a project group to consider our approach to damp 
and mould and any other disrepair issues.  A dialogue is also underway with 
the SCHape panel to seek their input into our approach to this and to working 
sensitively with tenants.   

 12.2 Board members will have seen in the national press that there has been a 
recent media focus on disrepair in the social housing sector along with an 
increased level of scrutiny being applied through the housing ombudsman on 
damp and mould.  This has meant an increased awareness of the legal 
recourse of disrepair open to tenants and a rise in the number of actions 
being taken.   

12.3 A report will be presented to the Housing Operations Committee in May.     

13. SCH People Strategy 

13.1 We are working towards achieving the objectives and projects set within the 
People Strategy and looking to resource this more effectively in regard to 
Health and Wellbeing. The People Strategy has given us a framework in 
which to focus on our people and this is being embedded across the 
organisation.   

13.2 Specifically focussing on wellbeing and employee engagement, SCH have 
recently completed a new employee engagement survey using a ‘Net 
Promoter Score’ methodology to help with more in-depth organisational 
understanding (results to be shared at HRE&R Committee). SCH are also 
working closely with SMBC at the Employee Wellbeing and Smarter Ways of 
Working Board. 

14. Furniture Recycling  

14.1 The aim of the project is to better use unwanted furniture and prevent any 
decent furniture going to landfill.  

14.2 Since October we have received over 50 donations totalling more than 90 
individual items. This includes items identified by our Neighbourhood officers 
prior to clearance of void properties. 

14.3 We hold as much of this as possible to use for direct support for SCH 
vulnerable customers however most of the electrical equipment and larger 
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furniture is currently utilised by our partner organisation network. However, we 
have now sourced a PAT testing machine on a shared basis which will allow 
us to use more of the donated electrical items. 

14.4 The initial focus was to build a stock of donations and establish an effective 
partner process, however during this time we have directly helped  

• 2 separate households where it was necessary to provide all 
furniture, white goods and we were able to add in some nice to 
have items.  

• 3 other households with individual items  

• Our partner organisations to better impact on other households 
in the borough 

14.5 In January we have now officially launched the referral process for our teams 
or individuals to request appropriate items so the support will be universally 
accessible. 

15. Quarterly Monitoring Board  

15.1 Board are aware that SCH formally report our performance quarterly to the 
Quarterly Monitoring Board.  The next meeting is on 7 February and our 
performance dashboard which will be presented to the meeting is attached at 
appendix 1 along with a briefing paper on void performance, also to be 
presented at Quarterly Monitoring Board and is attached at appendix 2. By 
way of update, the number of voids has reduced further to 109 as at 7 
February and this will be reported verbally to Quarterly Monitoring Board at 
the meeting on 7 February. 

16. Governance 
 
 Board Remuneration  
 
16.1 The SCH Articles of Association permit the remuneration of Board members 

subject to seeking independent advice on the appropriate level of payment 
and the approval of the Council as shareholder.  A report on extending Board 
member remuneration is due to be considered by the SMBC Cabinet meeting 
on 10 February 2022 and a verbal update on the decision will be provided at 
the Board meeting on 14 February 2022. 

 
16.2 As part of the Cabinet Report the Board member role description was updated 

to include the legal duties of Non-Executive Directors. 
 
17. Policy Update 
 
17.1 The Levelling Up white paper has now been published and a summary is 

attached at appendix 3.  
 
17.2 The Regulator of Social Housing has launched its consultation on the Tenant 

Satisfaction Measures. The deadline for responses is 3 March. 
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17.3 The Building Safety Bill is at the House of Commons Report Stage. Royal 

Assent expected April – July 2022. 
 
17.4 DLUHC intends to bring forward legislation to make both smoke alarms and 

carbon monoxide alarms mandatory as soon as parliamentary time allows. 
 
17.5  Armed Forces Bill will implement duty to have regard to Armed Forces 

Covenant when exercising certain functions. This will include housing 
functions relating to homelessness, allocation of social housing, tenancy 
strategies and DFGs. Expected to receive Royal Assent in 2022. 

 
17.6 The attached appendix 4 sets out a more detailed summary of key policies 

impacting on social housing. 
 
 
 
 
 
REPORT AUTHOR:    Fiona Hughes  

Chief Executive 
    fionahughes@solihullcommunityhousing.org.uk 
    Tel: 0121 779 8812 

Page 21

mailto:fionahughes@solihullcommunityhousing.org.uk


This page is intentionally left blank



Reporting Period: Q3 2021/22 Reporting Officer: Fiona Hughes Solihull Community Housing / SMBC 

 Quarterly Monitoring Dashboard  
Current Status (Q3):  Previous Status (Q2) 2021/22  

 

Performance Report (Summary) 

As at Q3  RED 7   AMBER 5   GREEN 17  

Ref  Title Target  Actual 
YTD 

Actual 
Dec 

Position 
last year 

Annual 
trend 

Comment 

WB20 Net gain in paying well 
being service users 

81 50 -8 -76  Only had 31 installs this month and 51 leavers; all but 7 of these leavers were either deceased, moved away or into permanent care. We have had extremely low staffing due to impact of Covid which 
has reduced numbers of installations we have been able to complete and also the Xmas shutdown again reduced install numbers. 

AM20 Average number of days 
to complete repairs 

7.50 10.70 9.81 7.44  Jobs that were paused due to COVID have now been completed and are included in return. Paused days are counted and so this will increase the figure reported. Comparison with peers shows that 
across the sector average time has increased significantly with this performance in line with increases seen across the sector.  Access issues with carrying out the paused repairs has also added to an 
increase in timescales due to residents shielding/isolating . Subcontractors have been instructed to assist with the situation during this quarter as staffing absences have been consistently high in the 
responsive repairs service area which is a mixture of long term absence and COVID.  

WB2 % major adaptation works 
completed on time  

99.00% 81.70% 75.00% 100.00%  Performance was a 100% for the month of October. There have been issues with recruitment to the additional posts that have been agreed as required in the service area. Processes have been re-
viewed and improved which will, in the medium term improve monthly performance. The target for this year will not be achieved. It is anticipated that service improvements will not be realised until 
Q4. We envisage a transitionary period of 3-6 months before the service has the new processes embedded with the new way of working.   

VL1 Average re-let time of 
voids - days 

18 36 38 40  VL1 – This performance indicator is an accumulation of the empty properties relet throughout the year. The two primary factors that have had a detrimental impact on performance for this year are 
the significant increase in tenancy terminations during Q1 (this mirrored the trend of the national housing situation) and the availability of staffing resources to complete works and relet properties 
during the COVID pandemic. Performance against the current sector benchmark for last year remains within best quartile.  

VL13 

 

Percentage of  rent loss 
due to voids 

0.90% 1.72% 1.72% 1.28%  A slight reduction in December. Unlettable properties identified for demolition are included in void rent loss. 

VL16 

 

Number of Lettable voids 85 134 134 105  Void numbers have increased slightly this month to 134 from 131 the previous month, against a trajectory of 120. The reasons for this are: 1) Christmas close down coupled with customers being re-
luctant to move prior to and during the festive period is a seasonal trend and inevitably has some impact on December outcomes each year; 2) A higher than usual refusal rate; 3) 34 DTL properties 
with 21 related to Green Hill Way and Castle Lane. Continual marketing and collaborative work with Adult Social Care continues in efforts to allocate these particular properties; 4) There are also sev-
eral adapted properties where work with the Occupational Therapist is ongoing to ensure best use of stock in terms of allocating to families that require the adaptations. Performance has improved 
for January 2022 

CR34 % Complaints resolved in 
timescale 

90.00% 81.70% 75.00% 66.67%  The total number of stage 1 complaints received in the quarter was very similar (78) compared to the previous quarter (74) but there has been a higher number of complaints dealt with outside of the 
timescale.  This has been largely attributable to resourcing issues in the last month of the quarter in a couple of key teams that receive higher rates of complaints due to the number of customer inter-
actions.  We have put in place internal checks on all cases to offer advice and support to staff investigating complaints and will also be carrying out additional training in February.  

NS1 % of rent due collected 98.00% 97.58% 97.58% 96.78%  The early Christmas campaigning paid dividends again together with a large reduction over the rent-free week which helped to put Income Collection back on track and is best position since Qtr 1. In 
terms of achieving the 98% target we are currently short of target by £135,971.32. We also launched Mobysoft 'go live' as scheduled on 8 December 2021 although still very early the Team are settling 
into the new ways of working and Mobysoft are currently supporting SCH through hyper care with regular meetings and support throughout January 2022. We are still dealing with a number of tenan-
cy related issues but staff are now more comfortable issuing Notices to Seek and Terminate (NOST’S) in relation to Fixed Term tenancies and the time line for NSP's has reverted to how it used to be 
Pre Covid 19. 

WR15 Current tenants arrears as 
percentage of rent debit 

3.50% 3.99% 3.99% 3.90%  74 cases have migrated to Universal Credit this month and 594 over the first 9 months of the year which is slightly down on previous years. NSP's have returned to require 1 months notice again (same 
as Pre Covid) before entering cases to court which changed from 1 October 2021 to reflect Govt guidelines.  Our practices do now comply with the ruling in the Kalonga v Croydon case where forfei-
ture notices are now served in Fixed Term Tenancy cases. The Team have been working hard and helped to ensure that following a successful testing phase as User Acceptance Testers that we went 
'live' on 8 December 2021 as scheduled. 

HO3 Average stay in temporary 
accommodation (Budget 
hotels)  days 

10 27 17 21  39% of households were supported out of budget hotel provision within 10 days, and 79% within 20 days. Overall average length of stay impacted significantly by a small number of households with 
limited move on options.   

AM1 Percentage of properties 
with valid gas certificate  

100.00% 99.91% 99.91% 99.94%  7 properties outstanding at end of December, 1 property on hold with Police and 1 as tenant in hospital other 5 being progressed through legal services.  

WB1 % minor works adapta-
tions completed in target 
timescale 

99.00% 98.99% 100.00% 100.00%  Improvement continued in Qtr3 with target achieved in Qtr3, overall performance just off target. 

WR3 Reduction in arrears MAT 
cases 

£412,500 £460,406 £78,985 £661,623  Cumulative total after 9 months = £460,406.00, and brings the Team within striking distance of achieving this target. We now require £89,594 over the remaining 3 months of the year. Money Advice 
is in 'high demand' as a service and this will be a notable achievement given the amount of new staff and pressures the Team have been under.   

HO5 % successful homeless 
prevention and relief 

50.00% 50.51% 46.15% 40.71%  Although overall target achieved, in December successful prevention and relief outcomes slightly under target, primarily due to a reduction in positive outcomes in the private rented sector and 
through negotiation with family. 42.86% of outcomes were achieved through social housing while 25.71% were achieved through supported housing.   

CR2 Overall satisfaction 
(transactional) 

85.00% 87.82% 90.76% 86.65%  Steady improvement across range of services. 

CR28 Tenants using customer 
portal 

20.00% 33.00% 33.00% 25.50%  Target exceeded, promotion of portal continues 
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Reporting Period: Q3 2021/22 Reporting Officer: Fiona Hughes Solihull Community Housing / SMBC 

 Quarterly Monitoring Dashboard  Current Status (Q3):  Previous Status (Q2)  

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) 

4 0 2 2 Amber 
• Pilot 2 high rise buildings with the fitting of externally mounted closing devices on 

apartment fire doors - to inform ongoing inspections process  
 
• Continue to utilise 1-4-1 spend effectively to acquire additional properties (17 re-

quired)  

 

• This is being further considered in the context of the sprinkler works.  

 

• Work continues and the 1-4-1 spend reg / deadline has been extended for COVID impact  

More than bricks and mor-

tar / strengthening com-

munities  

(Housing and Communities 

– Surjit Balu) 

12 0 7 5 Amber 
• Review the Neighbourhood Service delivery model through consultation with resi-

dents and staff, to achieve higher visibility and customer satisfaction  

• Procure and mobilise a new cleaning contract  

• Strengthen staff management capacity to oversee cleaning performance an contract  

• Greater use of insight and digital tools to monitor contract delivery and quality  

• Review the Tenancy Policy and embed approach to ensure this meets the needs of 
customers  

•  Review of Housing Allocations Policy: approval; implementation; system changes 

 
• Develop and launch a new 3 year pricing model for the Wellbeing Service  

 
• Additional focus via SMBC Community Safety Partnership on the ASB service during Q3. This is being worked on and will 

inform delivery model due by end of March 2022. 

• New cleaning contract to be live from 4th April 2022  

• The impending restructure of NS will give capacity to current estate staff.  Also the new SEC contract will allow flexibility for 
the EA’s to visit high and low rise blocks more frequently.  

• Linked to above. Handheld technology in place to manage the contract standards  

• Proposed change to use of fixed term tenancies endorsed by SHB. Liaising with SMBC / Legal Services on required consulta-
tion and process for approval and effective transition 

• Issues raised by stakeholder engagement considered. Proposals endorsed by SHB. To be taken forward to Scrutiny Board. 
Will carry forward into 2022/23 

 
• One year pricing model developed in light of Covid impact on service. Longer term model to be developed 2022/23  

Strengthening Communi-

ties / Excellent Customer 

Service / Passion in People  

(Customer Services and 

Business Support – Kevin 

Bennett) 

8 1 5 2 Red 
• Instigate the BSI 18477 (inclusive service provision) accreditation audit and achieve 

the Standard 
 
Amber 
• Deliver and embed complaints handling processes to align with the Housing Om-

budsman Code of Guidance  
 
• Implement a data and business intelligence framework within SCH to improve data 

quality, accuracy and standardisation  
 
• Deliver staff conference (subject to Covid)  
 
• Deliver staff awards event (subject to Covid-19)  
 
• Develop further training /awareness around mental health first aid and develop a 

culture of openness and positivity that reflects in the SCH culture  
 
 

 
• Currently not in a position to fund this, however, we are following the methodology to be accredited at a later point. 
 
 
• Reviewed as part of the internal Audit of Complaint handling during quarter 2 (Level 2 Assurance). Only action for final com-

pliance is to publish a compensation policy (consultation period with tenants closed on 24 January) 
 
• In progress 
 

• Options considered but impacted by Covid-19 

 
• Postponed. Celebrating successes edition of SCHout produced as a stopgap  
 

• Mental Health First Aid training will form part of the Health &Wellbeing offer which has not been progressed due to re-
sources. Managers have been undertaking strategic wellbeing plans and this has been coordinated centrally.  

 

Finance, Risk & Govern-

ance 

0 0 0 0   

Total 24 1 14 9   
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Corporate Risk Register: transitioning to new risks. ELT reviewed risks 18 January 2022. New corporate risks below (and showing    
previous risks mapped across to new ones). There are no (net ) level 8 or 9 risks. 

Risk Ref  Risk title  Includes risks from previous corporate Risk Register  

1 SCH203 Failure to ensure Building Safety in view of current and 
future Legislation  

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

2 SCH019 Failure to meet statutory requirements excluding build-
ing safety  

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

3 SCH201  Insufficient resources to deliver SCH Delivery plan com-
mitments  

• SCH0137 Failure to balance budgets 

4 SCH202  Failure to ensure health and safety of staff, contractors 
and customers  

• SCH0148 - Health & Safety  

5 SCH204  Failure to deliver the outcomes defined in the People 
strategy  

• New risk  

6 SCH0197  Failure to deliver effective contract management  • SCH0136 – Contract Management 

7 SCH0199  Lack of Capital investment  •  SCH0190 - Dilapidating stock 

8 SCH205  Failure to have robust systems and processed for data 
management  

•  SCH 0196 – Asset Management improvement plan 

9 SCH200  Failure to have robust governance arrangements in place  • SCH0131- Poor Leadership from Board 

Key Activities for Next Quarter 

• Finalise and seek approval for the delivery plan 22/23 
• Commence recruitment of 2 heads of service in asset management division – one to be Head of Building Safety and Compliance 
• Establish revised health and building safety governance including oversight of building safety implementation plan emerging from 

the Asset Management Review conducted last year 
• Further drafting and stakeholder workshop to further develop joint asset management strategy for council housing – SMBC &SCH 
• Progress procurement of spandrel panels and Kingshurst Village Centre 
• Develop data and business intelligence strategy and further refine performance management framework reporting as part of data 

improvement 
• Further develop neighbourhood services service redesign to create focus on ASB 
• Develop and approve policy statement relating to adaptation of council homes in line with the Housing Assistance Policy for disa-

bled facilities grants covering non council housing stock 
• Further develop SCH workflow project to improve system connectivity to underpin more cohesive customer journey 

Horizon Scanning  

• The government’s levelling up white paper unveiled 02/02/2022 
• The Regulator of Social Housing has launched its consultation on the Tenant Satisfaction Measures. The deadline for responses is 

3rd March  
• The Building Safety Bill is at the House of Commons Report Stage. Royal Assent expected April – July 2022  
• Smoke alarms / carbon monoxide alarms: DLUHC intends to bring forward legislation as soon as parliamentary time allows  
• Armed Forces Bill will implement duty to have regard to Armed Forces Covenant when exercising certain functions. This will in-

clude housing functions relating to homelessness, allocation of social housing, tenancy strategies and DFGs. Expected to receive 
Royal Assent in 2022. 

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 Completed Q4 2020/21 Q3 2021/22 Completed November 2021 

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

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

Kingshurst Village 

Centre 

c78 Mixed Pipeline Estimated 
Q3 2022/23 

 In for planning permission 

Daylesford 1 & 2 

& Campden Green 

c18 Social Rent Pipeline Q4 2021/22  Close to planning submission 

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 

The SCH Revenue Budget for the period 
2022/23 to 2031/32 was approved by 
the SCH Board on 29th November 2021, 
this will be incorporated into the HRA 
Budget Report to be considered by Full 
Cabinet 9th February 2022.  
•Movement in the HRA budget (see 
graph) shows an improvement in the 3 
years 21/22 to 24/25 mainly due to the 
increase in CPI (and therefore rents) 
announced by the ONS October 2021, 
the deterioration thereafter is due to 
the reduction in medium term CPI fore-
casts produced by the OBR in October 
2021. Proposed rent increases of 4.1% 
will be recommended to Full Cabinet for 
approval in February 2022.  

2021/22 forecast 
deficit: £0.807m 
2022/23 to 
2031/32 Surplus:  
£0.807m 
 
Retains a bal-
anced forecast 
over the 4-year 
budget window 
(2021/22 to 
2024/25)  

Finance Report Q3 2021/22  

 Profile Spend Actual Spend Variance YTD  Forecast  

Management Fee Spend  £15.203m £14.509m -£0.694m LESS +£0.079m OVER 

Capital Spend  £12.235m £13.046m +£0.157m MORE £nil 

 

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   

 

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 reported previously, within the Quarter 1 financial update on 27-Sep-21, the SCH Board approved the use of £0.930m from SCH Re-
serves in order to meet in year cost pressures within 2021/22, mostly relating to post-Covid service recovery and fire safety.  Following 
this, SCH is currently forecasting a revenue overspend position of £0.079m. 
The capital programme mid-year report to Full Cabinet on 9-Dec-21, within which net carry forwards in the HRA capital programme of 
£7.524m were approved; following this there is no forecast variance from the revised approved budget.  

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

See separate page 

Capital Projects 

Work to address the financial implications of the revision to the British Standard for Fire Sprinklers (9251:2021) has now been com-
pleted. Following extensive work between SCH and the Principal Contractor Dodd Group, a revised Budget of £14.694Million 
(previous agreed budget was £13million) has been approved by SMBC Cabinet at its December 2021 Meeting. Alongside commer-
cial discussions and negotiation to manage cost, the budget has been facilitated by a restructuring of the agreed 5 year capital pro-
gramme (with the majority of movement relating to Building Safety provision, cyclical works and the enveloping programme). Work 
has continued on-site and a revised overall programme has been agreed which plans for the project to be completed during the 
summer of 2023:  
• Phase 1 (4 High Rise Blocks) – Has two of the four Blocks completed to the previous British Standard 2014 Standard and the 

sprinklers systems live. The remainder of the work on Phase 1 relates to upgrading works to the communal areas in accordance 
with revised 2021 British standard. There are still 9 (of 288 flats – 3%) residencies that the project requires access for installation. 

• Phase 2 (10 High Rise Blocks) – Work is progressing well to the revised programme with 6 of the Blocks having the majority of 
works completed to the residential units (289 residential units completed). Work is also progressing and ‘catching up’ for the 
communal areas that have been most effected by the change in specification standards. 

• Phase 3 (10 High Rise Blocks) – Final design works are being completed in consultation with the Planning Authority with a sched-
uled start planned for May 22. 

• Community engagement activities continue and a further edition of the high rise newsletter has recently been sent to all resi-
dents living in the high rise blocks. Further enhanced work continues to avail access to properties that have not yet had sprin-
klers installed on the basis that these are essential safety works.  

The Spandrel Panel project is just commencing the procurement process as part of the preconstruction project stage. Based on the 
financial scale of the project it has been determined that a wider procurement framework facilitated by Communities and Housing 
Investment Consortium (CHIC) Dynamic Purchasing System is a more appropriate approach than a direct award. Expressions of In-
terest for the project have been sought from the market and a positive response has been received. The invitation to tender will be 
sent out this month with a scheduled aware date of April 2022. The full timetable and programme for the works will be agreed fol-
lowing the award. Final planning and building control requirements are being actively discussed with the Local Planning Authority 
(SMBC).  
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APPENDIX 2 

 

QMB – 7 February 2022 

SCH Void Performance - Update 

 
Key Void performance targets for 2021-22: 
 

 VL1  Average relet time     18 days 

 VL13  Percentage rent loss due to voids  0.90% 

 VL16 Number of lettable voids   85 
 

 
Current Position 
Whilst performance against key void targets at present remains off-target, progress continues to 
be made particularly during Quarter 3 and, with a continued positive trend towards year end for all 
three measures. 
 
At the beginning of the financial year, the number of voids stood at 157. This figure reduced to 134 
at end of Q3 and, at the end of January 2022 the figure has further reduced to 119. This 
represents an overall improvement in the number of voids of over 24%. Of the 119 voids, 56 are 
undergoing remedial works and 63 are available for letting. A reduction in the overall number of 
voids in turn also yields a corresponding positive impact on the percentage rent loss due to voids. 
 
 
Sector Comparison 
Whilst the internal targets set for voids are not on track, it is worth noting how SCH compares 
within the sector. During 2020/21, benchmarking carried out via HouseMark consistently placed 
SCH voids performance in Quartile 1 for Average Relet time; HouseMark Quartile 1 in 2020/21 
was 43.25 days vs. SCH performance of 35 days at year end. The internal 2020/21 target set by 
SCH was far more challenging than many organisations, and whilst internal performance had not 
met the set target, the overall position remained strong within the sector. 
 
 
Impacts 
The number of new voids has remained consistently higher than forecasted, averaging 61 per 
month against an original forecast of 55.  This peaked in August with 79 new voids although it has 
subsequently stabilised.  However, this increase along with the impact of Covid created a backlog 
which is being addressed by the additional resource identified from SCH reserves.   
 
It is also important to note that the letting of ‘longer standing’ voids does impact negatively on the 
void turnaround performance.  This is because void turnaround is an average so the letting of a 
longstanding void can increase the average.  At an operational level, we disaggregate void 
performance for different void types.  In January, for example, during one week in January a long-
standing void of 119 days was let as well as a newer void let in just 14 days.  
 
 
 
Trajectory 
Detailed below is the void trajectory to financial year end, illustrating projected performance by 
year end at 101. 
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The primary impacting factor for VL16 (number of lettable voids) is the number of ‘difficult to let’ 

(DTL) properties, namely extra care accommodation, bedsits and age-restricted properties which 

prove very difficult to let with higher refusal rates and, attracting little or no attention via the lettings 

process. The DTL’s account for 35 of the 119 voids at the end January 2022.  Two schemes in 

particular with DTL’s are Greenhill Way and Castle Lane / Longview which account for 21 voids in 

just the two schemes. Significant effort continues to be made to let DTL properties with close 

working with the All Age Disability Team, to find suitable applicants to meet the criteria for the 

various schemes. Local competition and quality of alternative accommodation from other housing 

providers is a key factor.    

 

As previously reported, long term viability of these schemes is being considered as part of the 

Asset Management Strategy and a full Options Appraisal for Greenhill Way is currently underway, 

with the findings/report due for consideration at the Strategic Housing Board in March 2022. 

 

With the exception of the DTL properties, VL16 would be on target at this current time. 

 

Forecast to year end 2021-2022 

Every effort and focus remains on improving void performance. SCH anticipate that year end will 

see void numbers at c101. To note, this includes a forecast of 35 DTL properties and if these were 

excluded the year end figure would be 66.   

 

 

Surjit Balu 

Executive Director of Housing and Communities 
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Appendix 3 

Levelling Up White Paper 

The government published its Levelling Up White Paper on 2 February 2022. It is 

described as a flagship document that sets out how the government will spread 

opportunity more equally across the UK. It comprises a programme of systems 

change, including 12 UK-wide missions which it aims to achieve by 2030, alongside 

specific policy interventions that build on the 2021 Spending Review to deliver 

change now. 

The 12 missions are: 

 Increase pay, employment and productivity across the UK, and reduce 

regional gaps. 

 Domestic public investment in research and development outside the south-

east to rise by at least 40%. 

 London-style public transport connectivity across UK, e.g. integrated ticketing. 

 Nationwide gigabit broadband and 4G, with 5G for the majority of the 

population. 

 Gains in primary-age reading, writing and maths, with smaller regional gaps. 

In England, this will mean 90% of children will achieve the expected standard. 

 Big increase numbers for skills training, particularly in the lowest skilled 

areas. 

 Narrowing healthy life expectancy gap, with a UK-wide rise of five years by 

2035. 

 Overall rise in perceived wellbeing; reduction in disparities. 

 Increase in overall “pride in place”, and fewer disparities. 

 Renters will have a secure path to ownership with the number of first-time 

buyers increasing in all areas; and the government’s ambition is for the 

number of non-decent rented homes to have fallen by 50%, with the biggest 

improvements in the lowest performing areas. 

 Homicide, serious violence, and neighbourhood crime will have fallen, 

focused on the worst-affected areas. 

 Every part of England that wants one will have a devolution deal with powers 

at or approaching the highest level of devolution and a simplified, long-term 

funding settlement. 

Housing policies outlined in the white paper include: 

 Homes England will have its remit extended to include the regeneration of 

towns and cities. It will support 20 towns and city centres, starting with 

Wolverhampton and Sheffield. These areas will be prioritised for some 

funding pots, including the £1.5bn Brownfield Fund that was announced by 

the Chancellor at the last Budget in October. 

 The ‘80/20 rule’, which historically targeted 80% of particular housing funds at 
areas of lowest housing affordability, leading to an under provision of funding 
outside London and the South East of England will be abolished. Much of the 
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previously announced £1.8bn brownfield funding will be diverted to the North 
and the Midlands.  

 The white paper restated the intention to abolish section 21 ‘no fault’ evictions 

and confirmed that a separate white paper on the private rented sector will be 

published in the spring. It will also explore proposals for new minimum 

standards for rented homes, introducing a National Landlord Register and 

taking tough action against rogue landlords. The government will review the 

Decent Homes Standard to make sure it is fit for the present day and applies 

across all rented tenures. 

 Home ownership is to be promoted with the help of the previously announced 
£1.5bn Levelling Up Home Building Fund. More will be done to help first-time 
buyers, looking at limiting the factors which are pricing out local people, 
reviewing buying and selling processes to reduce costs and digitalisation of 
key information. 

 The opportunity for further devolution of power to local leaders across 
England, with negotiations to take place over an expanded mayoral combined 
authority deal for the North East and “trailblazer” devolution deals with the 
West Midlands and Greater Manchester. The white paper sets out a 
‘devolution framework’ based on three levels of devolution. Under the 
framework, areas with a directly elected mayor will have significant control 
over housing spend, including grant funding via the Affordable Homes 
Programme. 

 The government has also reiterated its commitment to building more 
genuinely affordable housing and to introduce a Social Housing Regulation 
Bill, as outlined in the Social Housing White Paper in 2020 

In terms of next steps, the government intends to put in place a comprehensive 

process of engagement and informal consultation to inform levelling up delivery and 

future policy-making. Key elements of this process include:  

 A structured process of visits, at ministerial level, across the whole of the UK 

to discuss how levelling up can be successfully achieved in that area and to 

gather feedback 

 An ongoing, long-term commitment for further ministerial visits across the 

whole of the UK, to update on progress on the policy programme and 

missions 

 Setting up local panels, drawn from a wide range of stakeholders, to serve as 

a sounding board on levelling up delivery and implementation, working closely 

with the new Levelling Up Directors once established 

 Annual reports summarising the key messages from these local panels, which 

will feed into the UK Government’s Cabinet Committee on Levelling Up; and 

 An online space where local ideas, proposals and initiatives around levelling 

up can be heard and co-ordinated, to spread knowledge and understanding of 

what has worked locally and to foster innovation and experimentation 
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Appendix 4 

National Housing Policy Changes 

January 2022 

Legislation Implications Owner Timescales 

Policy  
Levelling Up White 
Paper 

This will set out in more 
detail the framework and 
next steps towards levelling 
up opportunities and 
boosting livelihoods across 
the country (Paragraph 
2.124, Autumn Budget and 
Spending Review 2021). 

All Due ‘later this 
year’ – expected 
February ‘22. Can 
be expected to 
have Council-
wide implications 

Policy 
People at the Heart of 
Care 

Local policies for housing 
and adult social care to 
deliver choice, control and 
innovation 

All Published 
December 2021. 
 
To be discussed 
by SHB, March 
2022 

Development -
Affordable Housing 
Introduction of ‘First 
Homes’ 

Implications for the tenure 
of the affordable homes 
secured by Section 106 
agreements. 
 
Solihull covered by 
transitional arrangements 
but will need to decide its 
approach in respect of 
discount levels and local 
connection 

Mark Collyer Transitional 
arrangements 
apply to Solihull 
until 31 March 
2022 
 
Local policy to be 
developed in first 
quarter of 2022.  
 
Approach on 
Rowood Drive will 
help understand 
Members views 

Development -
Affordable Housing 
Shared Ownership 
changes 

Viability of Council and 
housing association 
schemes 
 
Implications to be 
considered for next 
Council/SCH shared 
ownership development 
proposals  

Mark Collyer New build Shared 
Ownership 
homes delivered 
through the 2021 
-26 Affordable 
Homes 
Programme; 
S106 receiving 
permission from 
April 2021  

Development – Self 
and custom 
housebuilding 
MHCLG review of  
legislation 
 

Government assessing 
whether more needs to be 
done to promote sector 
 
 

Mark Collyer Report published 
August 2021 
 
Six 
recommendations 
to government on 
support for 
growth in the 
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custom and self-
build market 
 
Policy ‘P4D’ in 
draft Local Plan 

Planning Bill Overhaul of planning 
system announced in 2020. 
 
Proposals subject to a 
rethink following Cabinet 
reshuffle in September 

Gary Palmer Queen’s Speech 
announced 
intention for a 
Planning Reform 
Bill 

Social Housing 
Management 
Social Housing White 
Paper 

Regulator of Social 
Housing due to publish 
monitoring framework for 
all local authorities and 
Registered Providers 
 
No firm commitment in 
Queens Speech to a social 
housing bill 

Austin 
Rodriguez 

As reported to 
Board in March 
(2021 stakeholder 
engagement; 
2022: 
consultation on 
standards; 2023 
implementation)  

Social Housing 
Management 
Building Safety Bill  

Implement 
recommendations from 
Hackitt Review; 
introduction of regulator; 
‘accountable persons’ and 
‘dutyholders’ 

Alison 
McGrory 

At House of 
Commons 
‘Report Stage’. 
Royal Assent 
expected April – 
July 2022 
 
Standing item on 
Board agenda 

Social Housing 
Management 
Smoke Alarms 

All social rented homes to 
be legally required to have 
a smoke alarm. Social 
landlords required to repair 
or replace if informed of a 
fault 
 
Both social and private 
landlords must ensure a 
carbon monoxide alarm is 
installed in any room in a 
home with a fixed 
combustion appliance, 
such as a gas boiler or fire, 
excluding gas cookers 

Fiona Hughes DLUHC intends 
to bring forward 
legislation “as 
soon as 
parliamentary 
time allows.” 

Private Rented 
Sector 

Ending ‘no-fault’ evictions 
(Section 21) 
 
 
 
Strengthen protections to 
private tenants 
 
Improvements in standards 
– right to redress; targeted 

John Pitcher 
(with Richard 
Staveley) 

Queen’s Speech 
2021 confirmed 
reforms to come 
forward to drive 
improvements in 
standards in the 
PRS - White 
Paper Autumn 
2021 
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enforcement of criminal 
landlords 

‘Renters Reform 
Bill’ - confirmed in 
March 2021 that 
will be brought 
forward ‘once the 
urgencies of the 
pandemic have 
passed’. 

Homelessness 
Domestic Abuse Act   

Places a duty on local 
authorities in England 
to provide support to victims 
of domestic abuse and their 
children in refuges and 
other safe accommodation  
 
All eligible homeless 
victims of domestic abuse 
automatically have ‘priority 
need’ for 
homelessness assistance 

Caroline 
Murray 

Royal Assent 
29.4.21 
 
SHB November  

Homelessness 
Rough sleeper 
accommodation 
programme 

Ending of scheme will have 
implications for those 
without recourse to public 
funds 

Hannah 
Buckley 

SHB TBA 

Leasehold Reform  
Ground Rent Bill 

Leaseholders in England 
the right to extend leases 
up to 990 years at zero 
ground rent 

John Pitcher Monitor 

Armed Forces 
Covenant 
Armed Forces Bill  

Duty to have to regard to 
principles of Armed Forces 
Covenant when exercising 
certain functions 
 
Includes important housing 
functions relating to 
homelessness, social 
housing allocations, 
tenancy strategies and 
DFGs) 

Alison 
McGrory  

Update to CLT 
and Solihull 
Together 
 
Expected to 
receive Royal 
Assent 2022 
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 14 FEBRUARY 2022 
 

REPORT OF THE HEALTH, SAFETY & RISK TEAM SMBC 

Health and Safety Quarterly Report 

October – December 2021 (Quarter 3) 

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 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 – Building Safety Legislative Round Up 

(iii) NOTE Appendix 2 - Report on SCH Compliance with the Home Standard Duty 

(iv) APPROVE Appendix 3 - Overview of planned changes to SCH Safety 

Governance 

(v) NOTE Appendix 4 - Accident/Incident Reporting Analysis Q3 2021/22 

3. Regulatory Interventions 

3.1. There were no Health and Safety Executive (HSE) visits made to SCH at the time of 

writing this report or any regulatory interventions this quarter. 
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4. Legislative / Guidance Updates 

4.1. HSE continue to publish various safety alerts, e-Bulletins and weekly digests. These 

can provide useful help and advice, including advice on keeping workplaces and staff 

safe during the ongoing pandemic. Recent guidance has focused on measures 

needed in workplaces and establishments to help reduce the risk of a Coronavirus 

outbreak, including: 

 Working from home 

 Ventilating workspaces to tackle Covid-19 

 Annual injury, ill-health and enforcement statistics 

 Safety Alerts and Bulletins Health and safety bulletins - Home (hse.gov.uk) 

 Press releases re recent HSE court cases and prosecutions  

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

5.1. During this reporting period, developments in the Pandemic situation due to the new 

Omicron variant of Coronavirus was causing concern across the country. This new 

variant is responsible for a rapid increase in cases and the rate in Solihull is the highest 

it has ever been. The Government has introduced Plan B requiring compulsory face 

mask wearing in indoor situations such as shops and on public transport. It is also 

advocating working from home where possible. Increased testing has also been 

introduced as a daily requirement for certain critical roles as from 10 January 2022. 

5.2. The new variant appears to be highly transmissible in the air, making it increasingly 

important to ensure: 

 workspaces are adequately ventilated 

 staff continue to wear face masks in indoor settings, follow hygiene rules and 

keep their distance 

 staff are encouraged to work from home, where possible, 

 staff undertake regular testing if they cannot work from home 

 face to face contact with tenants is limited to outdoors, where possible 

 the risk of Covid-19 is re-assessed as part of workplace and activity risk 

assessments for work undertaken in indoor settings with proportionate controls 

introduced or maintained to prevent a Coronavirus outbreak occurring at work 

and to keep staff and customers safe. 

5.3. Staff should be encouraged to get all their vaccinations, including the Booster 

vaccination. 
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5.4. The HSRT has continued to support service areas in their Covid-safe precautions. 

6. Building and Resident Safety 

6.1. Social Housing White Paper - 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. 

6.2. 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. 

6.3. The consultation on smoke and carbon monoxide alarms has now concluded. The 

existing regulations will be extended to require these devices to be installed in homes 

with gas boilers and fires. All social homes required to have smoke alarms fitted - 

GOV.UK (www.gov.uk). 

7. Building Safety Bill Update 

7.1. The Building Safety Bill continues to make its way through Parliament, having been 

reintroduced into the House of Commons in early July 2021. The draft Bill has now 

reached Report Stage, following the completion of Committee Stage. A revised 

version of the Bill has been produced and can be accessed here Building Safety Bill 

(parliament.uk).  

7.2. A useful round up of the Building Safety Legislative regime has been produced by 

Barbour and is attached in Appendix 1 of this report. 

7.3. Report stage gives MPs an opportunity, on the floor of the House, to consider further 

amendments (proposals for change) to the Bill which has been examined in 

committee. There is no set time period between the end of committee stage and the 

start of the report stage. All MPs may speak and vote - for lengthy or complex Bills the 

debates may be spread over several days. All MPs can suggest amendments to the 

Bill or new clauses (parts) they think should be added. 

7.4. Draft Regulations - A number of draft regulations have been published which sit 

alongside the draft Building Safety Bill. These were summarised in a paper by the 

Senior Health and Safety Advisor and circulated to SCH. 

8. Building Safety Regulator 

8.1. HSE has published information on its role as the Building Safety Regulator – see 

Building Safety Regulator - Building safety - HSE including a useful short video. 

8.2. The new Building Safety Regulator (BSR) will: 

 Be the statutory consultee for planning applications 
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 Become the building control authority for high-rise buildings. 

8.3. The HSE has published guidance on Safety Case Principles for High-Rise Residential 

Buildings. For more information refer to the HSE website. 

9. Grenfell Inquiry 

9.1. The Grenfell Inquiry will recommence in January 2022, following the Christmas break. 

The inquiry has its own website for updates.  

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

The date for this is still yet to be confirmed at the time of writing this report. It is likely 

that it will be following the publication of the accompanying 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 was 

published on 11 January 2022 and comes into effect on 31 January 2022.  

9.3. PAS 9980 was developed by the British Standards Institute (BSI) and will be applied 

by fire risk assessors carrying out regular statutory assessments of the external walls 

under new fire safety legislation. 

10. Health and Safety Working Groups 

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

HSRT.  

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

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

Corporate Health and Safety Group.  

10.3. 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.  

10.4. 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.  

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

performance.  

11. The Home Standard Duty  

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

Appendix 2.  
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12. Governance arrangements health and safety 

12.1. A paper has been prepared for ELT in conjunction with the Chief Executive, the 

Executive Director Assets and Development and Head of Asset Management. This 

details a revised governance approach for both building and resident safety and 

occupational health and safety in SCH. This is due to be taken to ELT followed by 

approval at Full Board at this meeting in February 2022. A summary of the proposed 

revised arrangements is included in Appendix 3 for Board approval. 

13. Health, Safety & Risk Support Team 

13.1. The SMBC Health, Safety and Risk Service continue to provide health and safety 

support to SCH. During this reporting period this has included: 

 Work being completed on finalising the Fire Safety Policy for Workplaces and for 

the managed housing service. Both policies are to be presented to the Corporate 

Health and Safety Group and to ELT for final approval in January 2022. 

 Continued support to the ongoing monthly Asbestos Working Group which has 

now successfully completed work on revising the Asbestos Policy and Asbestos 

Annual Plan for SCH. The plan has successfully been uploaded onto Assure to 

allow for action tracking and accurate performance data. The only outstanding 

element is to complete work on setting up an Operational Asbestos Training 

course for relevant staff. 

 The review of incidents reported via the Assure system to ensure incident 

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

This has been helped through staff attending several training sessions, both face 

to face and remotely via Teams.  

 Designing new accident investigation training for managers at SCH, for delivery 

in March 2022.  

 The following up of actions from both the responsive repairs and the estates 

management audits. 

 Continue to look at opportunities that Assure may offer for Building Safety 

management of information. 

 Ongoing support and advice on various topics for example, abusive customers, 

Christmas decorations in communal areas and using Assure. 

14. Health and Safety Audits 

14.1. The current health and safety audit schedule has been reviewed; however, this was 

produced prior to the ongoing impact of the Omicron variant and will require further 

review in 2022.  
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14.2. A desktop review of the Capital Projects health and safety arrangements has 

commenced and will be finalised in early 2022.  

15. Assure Health and Safety Management System 

15.1. 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. 

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

Assure system. 

16. Accident/Incident Reporting Analysis Q3 2021/22 

16.1. There were 28 incidents during this quarter. A detailed breakdown is appended to this 

report in Appendix 4. 

16.2. There were no RIDDOR reportable incidents this quarter.   

16.3. There has been a notable increase in the reporting of abusive incidents to SCH staff 

from existing or perspective tenants this quarter. This has followed concern that these 

type of incidents were being under reported. It is not clear if the number reported is a 

true reflection of the actual amount of abusive and potentially violent incidents that 

occur to staff.  

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: Mike Brymer, Head of Asset Management (SCH) 

michael.brymer@solihullcommunityhousing.org.uk 
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Building Safety Bill Round-Up
November 2021
At time of writing, the Building Safety Bill is due to enter the Report Stage in the 
House of Commons. At this stage, MPs have the chance to suggest and consider 
further amendments to the Bill. This can sometimes take several days to complete.

This Building Safety Bill special presents a comprehensive round-up of key 
information about the Bill and explains some of the key terms and provisions it 
introduces.
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Background
The Building Safety Bill (the Bill) was announced in the Queen’s Speech on 
19 December 2019 following the Grenfell Tower fire on 14 June 2017. The final 
version was introduced in the House of Commons on 5 July 2021. 

The Bill will overhaul regulations, setting out a clear pathway on how residential 

buildings should be constructed, maintained and made safe. Building owners will be 

required to manage safety risks, with clear lines of responsibility for safety during 

design, construction, completion, and occupation of high-rise buildings. 

A ‘golden thread’ of information will be required, with safety considered at every stage 

of a building’s lifetime—including during the earliest stage of the planning process. 

Building owners will need to demonstrate that they have effective, proportionate 

measures in place to manage safety risks. Those who don’t meet their obligations may 

face criminal charges. 

The changes being introduced by the Bill will apply retrospectively. This means that 

residents of a building completed in 2010 would be able to bring proceedings against 

the developer until 2025.

A ‘golden thread’ of 
information will be 
required, with safety 
considered at every 
stage of a building’s 
lifetime—including 
during the earliest stage 
of the planning process
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Buildings in scope
Specifically, the Bill will have a particular focus on high-rise residential 

buildings, where the spread of fire or structural flaws can lead to loss of 

multiple lives. 

Other in-scope buildings (higher-risk buildings) in the Bill are defined 

by their height and use. The new regime applies to buildings that are 

at least 18 metres in height or have at least 7 storeys and have at 

least two residential units. It also applies to care homes and hospitals 

meeting the same height threshold during design and construction.

Parts 2 and 4 of the Bill will also apply to buildings owned or occupied 

by the Crown which meet the scope criteria; so, for example, any 

buildings which are owned or occupied by the Crown Estates, Duchy of 

Lancaster or Duchy of Cornwall, or by Government Departments. This 

is in line with the Fire Safety Order and Health and Safety at Work Act 

which apply to Crown buildings.

The Bill defines building safety risks as fire spread (for example, from 

one flat to another or one floor to another) and structural failure. Those 

accountable for occupied buildings within scope of the new regime will 

have to take all reasonable steps to reduce the risk of fire spread or 

structural failure.

Who will be a dutyholder?
Those who procure, plan, manage and undertake building work 

will have duties under the legislation. 

These dutyholders will be:

• Client

• Principal Designer

• Designers

• Principal Contractor

• Contractors.

Dutyholders will be required to actively consider and manage 

building safety risks throughout the commissioning, design and 

construction process, and ensure that designs, if built, as well as 

the building work, comply with building regulations requirements.

The draft regulations set out that the dutyholders in the design, 

build and refurbishment of buildings will be those people or 

organisations who commission the building work (the client), and 

undertake the design (designers) and construction / refurbishment 

work (contractors).

The regulations will apply to all work to which the Building 

Regulations 2010 apply. 

The duties of cooperation, coordination, communication and com-

petence will apply to the dutyholders (Clients, Principal Designers, 

Designers, Principal Contractors, Contractors) for building work 

associated with higher-risk buildings.

The building safety regulator (see below) will have a range 

of assessment and enforcement powers to ensure that those 

participating in the design, build and refurbishment of buildings 

will be held to account and to ensure compliance with the building 

regulations.
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The Bill sets out that Accountable Persons will have statutory obligations to:

• Comply with the safety case and mandatory occurrence 

reporting requirements. 

• Conduct an assessment of fire and structural safety risks for 

areas of responsibility. 

• Prepare and keep under review a Residents’ Engagement 

Strategy. 

• Provide residents with relevant safety information about the 

building. 

• Keep and update prescribed information about the building.

• Take all reasonable steps to prevent a major incident occurring 

(a major incident being defined as leading to a significant 

number of deaths or serious injury to a significant number of 

people) because of a building safety risk materialising and to 

reduce the severity of the incident.

Accountable Persons
A statutory definition that identifies Accountable Persons for occupied 

higher-risk buildings will be created (Part 4). 

Accountable Persons are landlords, freeholders who are in charge of 

repairing the building. They could be an individual, a partnership or 

corporate body. Common parts include the structure, exterior and any other 

part of the building provided for the common use of the residents.

All occupied higher-risk buildings will be required to have at least one 

clearly identifiable Accountable Person, known as the Principal Accountable 

Person, who is responsible for ensuring that fire and structural safety is 

being properly managed for the whole building.

If an occupied high-rise residential building has just one Accountable 

Person, they will automatically become the Principal Accountable Person for 

that building. Where there are two or more Accountable Persons, provisions 

are in place to determine that one of them will be assigned as the Principal 

Accountable Person with overall responsibility for meeting specific statutory 

obligations for the whole building.

The Principal Accountable Person will have same statutory obligations 

for assessing and managing building safety risks in their own area of the 

building as other Accountable Persons.

As part of the registration process, the Principal Accountable Person will 

identify themselves to the Building Safety Regulator as being the person 

with overall responsibility for managing fire and structural safety. This 

must be done before a high-rise residential building is occupied to avoid 

committing an offence

Accountable Persons are 
landlords, freeholders who are in 
charge of repairing the building
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Residents
Those managing or owning higher-risk buildings will be required to put 

in place resident engagement strategies which will allow residents to ob-

tain information and be consulted about matters and decisions affecting 

the safety of their building.

Sections 91–94 of the Bill set out the provisions for engagement with 

residents. 

Duties on residents are also set out; these will include acting in a 

way that prevents a significant building safety risk occurring, and not 

interfering with a relevant safety item—for example, causing damage or 

removing such an item. 

The Accountable Person will need to:

• Produce a residents’ engagement strategy promoting ‘the 

participation of relevant persons in the making of building 

safety decisions’.

• Provide prescribed information.

• Set up a complaints system.

The engagement strategy must include information about:

• The information that will be provided to relevant persons about 

decisions relating to the management of the building.

• The aspects of those decisions that an Accountable Person 

will consult relevant persons about.

• The arrangements for obtaining and taking account of the 

views of relevant persons. 

• How the appropriateness of an Accountable Person’s methods 

for promoting participation will be measured and kept under 

review.
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Building Safety Manager 
The Bill introduces stronger requirements on Accountable Persons 

to ensure building safety risks in occupied buildings with at least two 

residential units which are at least 18 metres in height or have at least 7 

storeys are properly managed and overseen by competent people with 

the appropriate skills, knowledge, experience and behaviours.

A competent Building Safety Manager, which can be either an individual 

or an organisation, must be appointed for all occupied buildings, with 

the exception of where the Principal Accountable Person has notified 

the Building Safety Regulator that they have the capability and will fulfil 

the role themselves.

The Principal Accountable Person will be responsible for appointing the 

Building Safety Manager.

The role of Building Safety Manager can be delivered through either 

an individual or an organisation. Where it is an individual, it must be 

someone who has the skills, knowledge, experience and behaviours 

necessary to deliver the role.

Where the role of Building Safety Manager is delivered by an organ-

isation, it must have the organisational capability to deliver the role. 

Furthermore, a nominated individual must be identified, who has the 

skills, knowledge and experience to oversee the carrying out of effective 

day-to-day management of building safety risks.

The Building Safety Manager will play a key role in assisting and helping 

the Accountable Persons to meet their obligations. Building Safety 

Managers will be expected to support in the planning, managing and 

monitoring of the various tasks necessary to ensure that Accountable 

Persons’ duties are complied with.

A competent Building Safety 
Manager, which can be either an 
individual or an organisation, 
must be appointed for all 
occupied buildings
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Building Safety Regulator
The Bill makes provision for the development of a new Building Safety 

Regulator (BSR), which will ultimately be responsible for all major 

regulatory decisions made at key points during a building’s design, 

construction, occupation and refurbishment. 

The BSR will have two objectives—to secure the safety of people in and 

around buildings and improve building standards; and to regulate in line 

with best practice principles including being proportionate, transparent, 

and targeting its activity at cases where action is needed.

The BSR will have three main functions:

1. Overseeing the safety and performance of buildings.

2. Helping and encouraging the built environment industry and 

building control professionals to improve their competence.

3. Leading implementation of the new regulatory framework for 

high-rise buildings. 

The HSE is preparing to carry out these functions once the reforms 

become law.

In February 2021, the HSE announced the appointment of a chief 

inspector of buildings to establish and lead the new BSR. In this role 

Peter Baker, HSE’s current director of building safety and construction, 

will head up the Building Safety Regulator to deliver the new regime 

for high-risk buildings, oversee work to increase the competence of 

professionals working on buildings, and ensure effective oversight of the 

building safety environment. He will also be the first head of the building 

control profession, and lead the work to give independent, expert advice 

on building safety to industry, government, landlords and residents.

The BSR will have two 
objectives—to secure the 
safety of people in and around 
buildings and improve building 
standards; and to regulate in line 
with best practice principles
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Gateways
The legislation will introduce a system of ‘gateways’ for HSE approval 

before residential development can proceed.

The government announced that Gateway one would be introduced 

from 1 August 2021 by way of amendments to the Town and Country 

Planning (Development Management Procedure) (England) Order 

2015 (as amended), and an associated instrument. Planning Gateway 

one ensures the consideration of fire safety matters as they relate to 

land use planning are incorporated at the planning stage for schemes 

involving a relevant high-rise residential building. It should be noted that 

Planning Gateway one does not form part of the Building Safety Bill. 

Gateways two and three will provide rigorous inspection of building 

regulations requirements, ensuring that building safety is considered at 

each stage of design and construction.

GATEWAY TWO:

will replace the building control deposit of 

plans stage, before building work starts, 

for higher-risk buildings.

GATEWAY THREE

will occur at the current completion / final 

certificate stage when relevant building 

work is complete.

GATEWAY ONE:

ensures the consideration of fire safety 

matters as they relate to land use 

planning are incorporated at the planning 

stage for schemes involving a relevant 

high-rise residential building.
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GATEWAY TWO

Gateway two will replace the building control deposit of plans 

stage, before building work starts, for higher-risk buildings:

• Gateway two will be a stop / go point and building control 

approval must be obtained from the Building Safety 

Regulator before relevant building work starts.

• Gateway two applications must demonstrate how the 

proposals comply with building regulations requirements. 

Building regulations should be considered holistically with 

an outcome focused approach which includes appropriate 

consideration of building safety. Dutyholders should not 

consider compliance with building regulations as a tick-box 

exercise.

• All plans and documents must be realistic for the building 

and not rely on unreasonable assumptions about the 

occupied building once built. This includes management, 

maintenance and behaviours and characteristics of 

residents or other users.

• Information will be required about how the new dutyholder 

competence, golden thread and mandatory occurrence 

reporting requirements will be met.

• Applicants will have to demonstrate that they have 

appropriate strategies to manage the construction phase 

to support building regulations compliance and reduce the 

possibility of building safety risks arising. This will include 

change management, competence management, and how 

compliance will be evidenced to boost accountability.

• A staged plans approach (with a series of stop / go points) 

will be available. Through this approach, building control 

approval will strictly be limited to the approved stages 

of work and applicants will need to submit plans and 

documents for other stages of work, obtaining building 

control approval to proceed before commencing work on 

those stages.

• The Building Safety Regulator will have strong 

enforcement tools where building work commences 

without first obtaining building control approval.

During construction, those involved in the design and 

construction process will be subject to ongoing requirements 

(between Gateways two and three).

GATEWAY THREE

Gateway three will occur at the current completion / final 

certificate stage when relevant building work is complete:

• Gateway three will be a stop / go point, building control 

approval must be obtained from the Building Safety 

Regulator before registering and commencing occupation 

of a higher-risk building. 

• Gateway three applications must demonstrate how 

the building work complies with building regulations 

requirements to provide assurance that buildings are safe 

to occupy. 

• An application will be required including plans and 

documents that reflect the ‘as-built’ building (this will form 

part of the ‘golden thread’ of information). The information 

must also be handed over to the building owner to help 

them manage building safety risks when the building is in 

use by ensuring they have accurate, good quality, up to 

date information on the building. 

• This approach should deliver culture change as building 

regulations compliance and building safety are considered 

throughout design and construction rather than late in the 

process when mitigation measures are needed. 

• Partial completion (with a series of stop / go points) will 

be possible and will need to meet the gateway three 

requirements to assure building safety for occupants 

before the relevant part of the building comes to be used. 

• Completion certificates will be issued if a gateway three 

application is approved. 

• The Building Safety Regulator will have strong 

enforcement powers to deal with breaches of building 

regulations. 

• Only once Gateway three has been passed (either 

for partial or full completion) can the new building 

be registered with the Building Safety Regulator for 

occupation.

It will be an offence to occupy a new higher-risk building that 

has not been registered. Registration is a separate process to 

Gateway three.
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Golden Thread
Dame Judith Hackitt, in her report Building a Safer Future, 

recommended the introduction of a ‘golden thread’ to support 

dutyholders in designing, constructing and managing their buildings as 

holistic systems, taking into account building safety at all stages in the 

lifecycle.

The golden thread is both the information about a building that allows 

someone to understand a building and keep it safe, now and in the 

future, and the information management to ensure the information is 

accurate, easily understandable, can be accessed by those who need it 

and is up to date.

The golden thread will apply to all buildings within scope of the new 

more stringent building safety regime, being introduced through the Bill.

It will be the duty of the people responsible for a building to put in place 

and maintain a golden thread of information.

The Ministry of Housing Communities and Local Government have 

previously specified that the golden thread will:

• ‘Use digital tools and systems’ to enable key information ‘to be 

stored and used effectively to ensure safer buildings’. 

• Support dutyholders and Accountable Persons throughout the 

life cycle of a building (during the gateways process, building 

registration process, the safety case approach and throughout 

occupation) ‘by recording the original design intent and ensuring 

subsequent changes to buildings are captured and preserved’. 

• Incorporate all the information needed to understand a building 

and how it should be managed so that the building and above 

all the people in and around a building are safe, both now and 

in the future. 

• ‘Make information easily available to the right people at the right 

time.’ 

• Put in place a new higher standard of information-keeping 

which will support the building safety regulator in being assured 

buildings are being managed safely.

Implementation of the golden thread will require individuals and 

organisations responsible for a building to have good information 

management systems and a clear understanding of how information 

management supports building safety. Going forward the information 

management for safety will need to be embedded across the sector.

The powers to mandate the golden thread can be found in the 

following clauses of the Bill:

• 32 (section 1D) Building regulations—Obtaining, keeping and 

giving information and documents.

• 88 Notification and provision of report to the regulator.

• 89 Mandatory reporting requirements.

• 90 Keeping information about higher-risk buildings.
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Safety Case
The Bill sets out that reasonable measures must be taken to manage 

the risk of the spread of fire and structural failure, to prevent their 

occurrence and limit the impact should an incident occur.

The aim of the safety case regime is to ensure that those responsible 

for buildings, known as Accountable Persons, deliver a continuous 

preventative and proactive approach to managing building safety risks. 

Accountable Persons will be the individuals or entities responsible for 

meeting the statutory obligations related to the management of building 

safety risks in occupied high-rise residential buildings.

Accountable Persons will need to demonstrate building safety risks are 

being managed proportionately for each building, rather than assuming 

that following guidance or prescribed standards will result in safe 

outcomes. This should enable a more effective approach to managing 

building safety risks both in terms of outcomes and costs.

The Fire Safety Clause
Provisions in the Bill (Fire Safety Clause 136) look to strengthen 

the Regulatory Reform (Fire Safety) Order 2005 (FSO) to require

Responsible Persons (RP) for all regulated premises to:

• Record their fire risk assessment in full.

• Ensure that they do not appoint a person to assist them 

in making or reviewing a fire risk assessment unless the 

person is competent.

• Record the identity of any person appointed by the RP to 

assist themwith making or reviewing an assessment under 

Article 9.

• Record their fire safety arrangements.

• Take reasonable steps to ascertain whether there are 

any other RPs that share or have duties in respect of the 

premises.

• Inform the other RPs concerned of their name; an address 

in the United Kingdom at which they, or someone acting 

on their behalf, will accept notices and other documents; 

and the part of the premises for which they consider 

themselves to be an RP, and keep a record of that 

information.

• When an RP (the outgoing RP) ceases to be an RP 

and another person becomes the RP, the outgoing 

RP must give the incoming RP any relevant fire safety 

information they hold. The RP must keep records of 

relevant fire safety information in order to do so. This 

provision contains a regulation making power enabling 

the Secretary of State to extend the list of relevant fire 

safety information that must be provided and to include 

details of the times when, and the form in which, all of the 

information must be provided.

RPs for buildings containing two or more sets of domestic premises 

must also provide relevant and comprehensible information in 

relation to relevant fire safety matters to residents and must keep 

records of relevant fire safety matters in order to do so.

Further amendments will also support effective enforcement action.
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Fire safety Order and the Building Safety Bill
The Building Safety Bill and the Fire Safety Act 2021 are key to improving safety standards in buildings and ensuring there is adequate protection of 

lives and property. 

The Fire Safety Act received Royal Assent on 29 April 2021 and amends the Regulatory Reform (Fire Safety) Order 2005 (FSO), which deals with 

fire safety in buildings. 

The key changes are as follows:

• The Act provides clarification as to who is accountable for 

reducing the risk of fires. 

• It provides that a Responsible Person (RP) who could be, 

for example, the owner or manager of a multi occupied 

residential buildings, must assess and mitigate the fire safety 

risk associated with both the structure and external walls of a 

building, and entrance doors to individual flats and communal 

parts of the building. 

• The fire risk assessment for the building must be updated to 

cover both of the areas referred to above. The RP can appoint a 

fire risk assessor to assist with compliance. 

• Failure to comply with obligations contained within the Act could 

result in enforcement action being taken against the RP.

Broadly, the Act ensures that there are more stringent fire safety 

measures in buildings with multiple occupiers and provides a foundation 

for secondary legislation in the future. 

The Government has stated that it will ensure the FSO and the Bill work 

effectively together. 

The Fire Safety clause in the Bill (as outlined above) amends the FSO 

to strengthen fire safety requirements for non-domestic premises which 

include the common parts of high-rise residential buildings subject to 

the new regime. The FSO places fire safety duties on the RP who has 

control of these premises.

For lower-rise residential buildings (residential buildings less than 

18 metres in height or fewer than 7 storeys) which are outside of the 

scope of the Building Safety Bill provisions for higher-risk buildings, the 

strengthened FSO and the Housing Act 2004 will continue to regulate 

how standards are enforced to manage the overall safety of residents.

The Fire Safety Act received 
Royal Assent on 29 April 2021 
and amends the Regulatory 
Reform (Fire Safety) Order 2005 
(FSO), which deals with fire 
safety in buildings
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Disclaimer

Legislation updates are provided by Barbour for general guidance on matters of interest. In making these documents available to a general and diverse audience it is not possible to  
anticipate the requirements or the hazards of any particular subscriber’s business. Users are therefore advised to carefully evaluate the contents and adapt the legislation updates to suit the 
requirements of each situation or activity. Barbour does not accept any liability whatsoever for injury, damage or other losses which may arise from reliance on this information and the use 
of these documents.

Copyright of these documents remains with Barbour and whilst subscribers are permitted to make use of them for their own purposes, permission is not granted for resale of the intellectual 
property to third parties.

Further Information
Government Factsheets

The Government has published a series of useful factsheets about the Bill, which provide more 

information about the provisions and how they will be implemented. These are as follows:

• Dutyholders 

• Industry competence 

• Buildings included in the new more 
stringent regulatory regime 

• Impact Assessment 

• Building control regime for higher-risk 
buildings (Gateways 2 and 3) 

• Safety Case 

• Safety management systems 

• Mandatory Occurrence Reporting 

• Building Safety Regulator 

• Amendments to the Regulatory Reform 
(Fire Safety) Order 2005 

• Accountable Persons 

• Golden thread 

• Refurbishments 

• Building control registration and 
regulatory oversight 

• Wider changes to the Building Act 1984 

• Building Safety Levy 

• Architects Competence 

• Architects Fees 

• Building registration and certification 

• Building Safety Charge: factsheet for 
landlords & building owners 

• Building Safety Charge: factsheet for 
leaseholders 

• Building Safety Manager 

• Construction products regulatory 
framework 

• Fire Safety Order interaction with the new 
regime for higher-risk buildings 

• National regulator for construction 
products 

• New Homes Ombudsman 

• Residents’ Voice 

• Special Measures 

• Building Assessment Certificate 

• Redress. 

Building Safety Bill: 
transition plan 

This document gives an indicative 

timeline for commencing the key 

provisions of the Building Safety Bill. 

The timelines are dependent on suitable 

Parliamentary time in both houses and 

will be kept under review as the Bill 

progresses through Parliament.

Building Regulations 
Advisory Committee—
golden thread report 

The Building Regulations Advisory 

Committee (BRAC) golden thread 

working group brought together a cross 

section of industry to support officials in 

developing the golden thread policy. This 

report also sets out the work of BRAC in 

supporting and challenging industry to 

deliver culture change. 

House of Commons Briefing 
Paper: Building Safety Bill 
(Bill 139 of 2021–22) 

This Briefing from the House of 

Commons is about the background to 

the Bill and gives information about its 

provisions.
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ABOUT BARBOUR EHS: HOW CAN WE HELP YOU?

Keeping your organisation compliant is a time-consuming—but essential—process. When researching health, safety and environmental laws and 

regulations, how do you know that you are looking at the latest versions? Does the legislation even apply to your business? And how do you keep up 

to date with upcoming legislation changes, consultations and draft legislation?

Barbour EHS is here to help you cut through the information overload and get straight to what matters.

Barbour provides a simplified, all-in-one solution to help you remain compliant with your health, safety and environmental obligations. Our Service 

brings you guidance, content and legislation from over 800 trusted and official industry sources to help you filter down to what applies to you. 

Bookmarking features and content alerts mean you’ll never miss an important update. 

Legislation is supported by summaries to help you quickly establish which laws apply to you, and Barbour’s fully editable suite of resources for use 

within your business and amongst your teams provide guidance and information on over 250 key topics. Our Service can help you stay efficient, 

compliant, and up to date—we help you get the right information to the decision-makers within your business.

No other service provides both the legislation library and the communication tool, enabling us to provide you with a fully comprehensive and unrivalled 

service.

FEATURES INCLUDE:

Daily updates: Our complete library of content and legislation is updated daily. You get advanced warning of what is coming out in the future and 

alerts when it changes.

Legal registers: Creating a legal register is a job in its own right—so we’ve done the legwork for you. Build your legal register with our pre-populated 

facility.

Legislation summaries: These summaries simplify important legislation, explaining how it affects you and your business. Importantly, these summa-

ries tell you exactly what is required to be compliant and detail legislation which is amended. 

Weekly current awareness briefing: Providing a comprehensive round-up of industry news, reports and prosecutions to keep you up to date with 

relevant developments.

Training tools: Take your pick from easy-to-read guides, handouts, videos, editable tools and ready-made training documents to easily influence your 

organisation’s culture and train your teams.

GET IN TOUCH

With different modules and product areas available, we can work out a bespoke package that suits your needs. Get in touch with our team today or 

book a free demo to discover a solution that fits you and your company’s requirements: [contact details]

Save time, remain compliant, trust Barbour.
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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 3 

Home Standard – Current Performance (QTR 3) 
Compliance 
Activity 

Total Number of 
required 

Inspections 

Number out of 
compliance 

Overall Compliance 
performance 

Gas Safety 
Servicing 8151 7 99.91% 
Annual Fire Risk 
Assessments 38 1 97.37% 
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 344 96.48% 

Other than those considered under exception reporting there were no 
significant issues with building safety compliance performance. 
 
*Non regulatory electrical inspections  
(344 properties out of compliance 33 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 Asset Management review undertaken by HouseMark, in Q1 a service improvement plan was developed to capture the key 
recommendations which related to Staffing & Delivery Structure, Training & Competence, Data Quality, Policy & Procedures, Systems & Processes, 
Reporting & Assurance, Procurement and Asbestos Risk Management  
 
Progress has continued in reducing the number of outstanding actions with 15 actions completed to date. All the original red actions have either been 
completed or actions taken to reduce the overall risk. This is illustrated in the table below and highlights the changes in risk due to mitigating actions. 
 
RAG Rating Original RAG 

Quantity 
New RAG 
Quantity 

Completed 
Quantity 

Actions moved to new risk 
rating 

Red 17 0 7 4 moved to amber 
6 moved to green  

Amber  18 10 5 7 moved to green  

Green 7 17 3  

HouseMark have since carried out a second progress review of the Asset Management improvement plan, and are preparing their report on progress 
findings: 

• The current position following actions taken to address the risks identified in the Asset Management improvement plan. 
• Identify progress made against each of the actions.  
• Identify common themes against each of the actions.  
• The overall direction and pace of travel. 
• Provide a high-level roadmap for continued improvement and development of the service. 

The review has identified that good progress has been made with implementing a new suite of management information reports that provides 
overview of compliance servicing/inspections and consequent follow on remedial actions. 
 
While the review has focused on the original actions recommended in the initial HouseMark review, SCH are now focussing on consolidating the 
strengthened position that has been established whilst taking a strategic view focussing on the emerging themes that will require further investment 
and time to implement in the medium to long term. This work will be implemented in a wider Implementation Plan that will strengthen our overall 
approach to systems, data, and resource. The governance reporting arrangements for Building Safety are being reviewed alongside the 
implementation of the Asset Management Service Improvement Plan. 
 
Fire Risk Assessments 
Procurement of a new Fire Risk Assessment provider was completed during Q3, which was awarded to Fire Compliance Management Services LTD 
(FCMS). FCMS have completed the annual review of the FRA’s to all 37 high rise blocks and will be conducting quality audits of our internal fire risk 
assessments to the low risk blocks. 
 
Fire Safety Management Policy 
A full rewrite of the current Fire Safety management Policy has been completed by Health and Safety Team with support from SCH staff. A new 
section in the policy clearly sets out our approach to FRA’s for both high and low risk properties, with high risk blocks having an annual type one FRA 
and a more intrusive type four being completed every third year. The policy has been structured so that it acknowledges changes being prepared 
through the Building Safety Bill and allows for the policy to be updated when these changes are implemented. 
 
Compliance Exception Reporting 
Gas Servicing 
There was an improvement in performance at the end of Q3, compared to the end of Q2. While we continue with all efforts to access these properties, 
the seven properties out of compliance are complex cases, which includes domestic violence, hospitalisations, and police assistance.  
Electrical Inspections 
There has been an improvement in performance at the end of Q3, compared to the end of Q2. We continue to improve our communication with 
residents with clear instruction of what is required as part of an electrical inspection along with the time required to complete.  
Fire Risk Assessments 
At the end of Q3 there was one property where the fire risk assessment had passed its review date. The property is a low-rise block that currently has 
one occupied tenant that is due to vacate 28 February 2022. The property will then be mothballed until redevelopment or demolition.  

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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Key 

 Safety Leadership level Governance – has oversight of both 
Occupational H&S and Building & Resident Safety 
 

 Occupational Health & Safety Governance 
 

 Building and Resident Safety Governance (residential 
properties, high and low rise) 

SCH Board 

Safety Leadership 

Group (ELT, HoS) 

Occupational  

Health & Safety Group 

 (Employee & 

Workplace Safety) 

Building and Resident 

Safety Group 

Building Safety 

Implementation Plan  

Including progress with 

implementing new building 

and fire legislation 

framework 

Overview of Occupational Health & Safety and Building & Resident Safety Governance 

SCH Only 

  

Nominated Board Member 

for Safety 

Occupational  

Health & Safety Action 

Plan (Corporate level) 

Building Safety Task & Finish 

Group (Board) 
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Incident/Accident/Near Miss 

Reporting Statistics

Quarter 3 2021-2022
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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 whether or not 

as a result of compensating action.

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 October 2021 – 31st

December 2021 (Q3 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.

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 

Total number of Incidents reported by month compared to previous year 

Notes

Q3 2020/21 and Q3 2021/22 are the quarters with the highest number of incidents (28).
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Total number of Incidents reported by Service/Organisation Unit

Total number of Incidents reported by Directorate
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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 3 2021 –

2022. There were no RIDDOR reportable accidents.

Notes

There were more employee related incidents this Quarter. This can be attributed to the 

increased reporting of violent and abusive incidents to staff.
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Notes

The above charts show  the incident breakdown for both employee and tenant accidents. Of 

note is the increase in reporting of violence and abusive behaviour to staff. Most of the tenant 

accidents involved slipping on a wet floor.

Incident Breakdown - Employees

Count of records

Verbal abuse (face to face) 6

Road Traffic Accident 3

Verbal abuse (telephone) 2
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Summary Notes

Near Miss Reports

There were 2 near misses reported this Quarter 3 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 has been an increase in the reporting of violent and abusive 

incidents this Quarter 3 2021/22 against staff. 

Changes have needed to be made at the Chapelhouse Hub reception 

to improve security and control tenant access.

Tenant Accidents 

Most tenants accidents this Quarter 3 2021/22 involve a slip, trip or fall 

of some description and involved a wet floor. 

Tenants were the cause of all the abusive incidents reported by staff 

this Quarter, either face to face, on the telephone or via email.

RIDDOR Reportable

There were no RIDDOR reportable incidents this Quarter involving 

employees.

Fire or Property Related Incidents 

There were no Fire Incidents reported on Assure this Quarter. This is 

mainly due to the ongoing issue of not having an accurate property list 

within Assure to assign incidents against.

One incident has been listed as Near Miss/Property Damage due to a 

fallen tree brought down in high winds.
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Incident Summary – Tenant Incidents – Resident Safety

No Date Service 

Area

Type of 

Incident

Summary Management Response

1 5/10/21 Tenant Accident Tenant called to advise that 

her 3 year old son had 

slipped on some hot 

chocolate whilst walking next 

to her down the stairs on the 

8th floor stairwell of 

Wingfield House. She 

doesn`t know how long the 

hot chocolate had been 

there. The 8th floor stairs are 

cleaned once a week on a 

Monday, it is not possible to 

monitor the stairwells of the 

high rise on a 24/7 basis. 

Request sent to cleaning 

contractor, Wetton to remove 

spillage the same day

Request sent to Wettons to 

clear spillage and inspect 

cleaning as Tenant not happy 

with current standard. 

Wettons also to fill out accident 

form and report to their H & S 

advisor. 

Confirmation received from 

Tenant that her contact details 

can be forwarded to Wettons 

for them to make direct contact

2 13/10/21 Tenant Accident The rear back door at the 

bottom of the frame is high 

so when the children are 

coming in they are tripping 

up on the bottom door frame 

(states neighbours back door 

does not have this high lip),  

The bottom of the door frame 

is damaged and has a sharp 

edge, SCH have attended 

and advised that neighbour 

has a different door frame.

Door jamb weld cracked and 

threshold has slight rough 

edge. Pictures taken during site 

visit and request for a new door 

and frame to be installed by 

Capital team.

3 20/10/21 Tenant Accident Tenant called today to 

advise cleaners attended to 

clean the block but only 

mopped and left the floor 

wet. Tenant slipped and fell 

onto right side hurting hip 

and right side. They advised 

there wasn't any wet floor 

signs present.

Details of accident passed over 

to Wettons contractors to 

conduct their own investigation 

and speak to resident who was 

happy for his contact details to 

be passed over to the third 

party contractor.

Ensure all Wettons staff are 

aware of the importance of 

putting out wet floor signs 

whilst undertaking mopping of 

the floor area. This to be 

implemented by Wettons 

Supervisor during training.  

Wettons incident investigation 

attached to record. 

investigation. Actions were 

agreed for cleaners to be 

retrained but also are going to 

leave a wet floor in the block as 

the floor is vinyl and can get 

slippery when wet.

8
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Incident Summary – Tenant Incidents

No Date Service 

Area

Type of 

Incident

Summary Management Response

4 21/10/21 Tenant Accident Tenant heel went 

through floor boards 

when walking down 

hallway. 

Out of hours visited and tenant was 

happy for us to return the following 

day to remove floor and re board. 

SCH attended and no one in and no 

answer to phone so carded. Will re 

attend to renew the floor as from the 

pictures it looks as if it is rotting 

away. SCH had replaced the 

bathroom floor in 2020 but not the 

hallway. No other previous records 

of hallway on there.

If working in the property identify 

further repairs that may be needed 

while there to at least log on the 

system.

5 5/12/21 Tenant Accident Tenant’s grandson, aged 

3, cut his fingers on the 

communal door glass 

which is smashed.  

This was made safe by out of hours, 

however  appears to still be unsafe.  

He states that the one side of the 

glass was boarded and one side 

silicone but this was not safe 

enough.

SCH attended to check on the 

condition of the panel and re-filmed 

the glass panel on one side. The job 

to replace has been booked for 

Oakleaf to attend and replace but 

this seems to have taken longer than 

expected. 

6 14/12/21 Tenant Accident Tenant’s block was 

cleaned but no wet floor 

warnings signs were put 

out, Tenant and her 8 

year old son slipped and 

fell on the steps whilst 

going down, leaving the 

tenant bruised on her 

back and the bottom of 

each of her calves by 

her ankles where she hit 

the step. Tenant's son 

also sustained a bruise 

on his right thigh.

Details of accident passed over to 

Wetton contractors to follow up and 

conduct their own investigation as to 

ascertain whether the wet floor sign 

was put out and speak directly with 

the cleaners of the block and speak 

with the resident also who was 

happy for her details to be passed 

over to the third party contractor.

Investigation report from Wetton 

received and attached to record.  

Ensure all Wettons staff are aware 

of the importance of putting out wet 

floor signs whilst undertaking 

mopping of the floor area. This to be 

implemented by Wettons Supervisor 

during training.  
9
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Incident Summary – Tenant Incidents

No Date Service 

Area

Type of 

Incident

Summary Management Response

7 28/12/21 Tenant Accident No light in bathroom 

caused tenant to fall. 

Vulnerable resident. 

SCH sent out an out of hours 

electrician to repair/replace bulb. 

10

No Date Service 

Area

Type of 

Incident

Summary Management Response

1 1/10/21 Estates 

Managemen

t

Accident Carer and another 

colleague, a 

physiotherapist,  were 

both attending the 

property in question to 

attend to vulnerable 

patient who they care 

for. On arrival they didn't 

see any wet floor signs 

present while entering 

the block. Carer slipped 

and fell on wet landing 

causing injuries to their 

wrists.

Cleaning contractor 

Wettons had attended, 

Allegedly there was no 

sign put up and carer 

slipped on the flooring 

that seemed overly wet.

Carer advised SCH that normally 

when they attend the property wet 

floor signs are displayed correctly

Carer was worried as the vulnerable 

gentleman who lives in the block in 

question is very unsteady on his feet 

and has a walking frame to get 

around.

Wettons have investigated and have 

stated that all cleaning staff will be 

retrained on the safe systems of 

work procedures. 

2 19/11/21 Estates 

Managemen

t

Complain

t

Son of a private 

householder was 

complaining that his 

mother had slipped on 

leaves in her rear garden 

that had come from an 

adjacent tree that 

complainant thought was 

responsibility of SCH. 

Legal action was 

threatened.

Investigated and photos taken. No 

action taken as leaves falling in a 

private residential property are not 

SCH responsibility.

Incident Summary – Member of Public Incidents

Incident Summary – Property Damage Incidents

No Date Service Area Type of 

Incident

Summary Management Response

1 28/10/21 Near miss 

and property 

damage

A tree toppled over in the 

rear garden of the property 

due to stormy high winds. 

Damage was caused to the 

fence slabbed area of 

garden and adjacent 

alleyway.

Repairs requested to 

remove tree and damage 

caused.
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Incident Summary – Employee Incidents

No Date Service Area Type of 

Incident

Summary Management 

Response

1 7/10/21 Responsive 

Repairs

Accident Whilst digging a hole 

for fencing was stung 

by wasps in the face 

by his eye. Causing 

headache and blurred 

vision in his left eye. 

Accidentally stung by a 

wasp . Did not disturb 

nest so isolated incident 

not related to a specific 

work activity.

No action needed.

2 12/10/21 Tenancy 

Sustainment

Road Traffic 

Incident

Employee was driving 

home from a property 

viewing in Meriden. 

The employee stopped 

at the island to give 

way and the car 

behind went into the 

back of her car.  

Employee was shaken 

and their neck was 

hurting.

None as fault of other 

driver.

3 19/10/21 Homelessness Verbal Abuse Called applicant to 

discuss details of 

moving him and his 

partner to Temporary 

Accommodation and 

wanted to know why 

he had refused the 

initial offer made. 

Applicant became 

verbally abusive and 

aggressive. Employee 

advised applicant that 

they would terminate 

the call if he continued 

to speak to them in an 

abusive manner.

The abusive got worse 

so call terminated.

This incident occurred 

via telephone , the 

Advisor was working 

within procedures and 

policies however due to 

the limitations of the 

service we were only 

able to make an offer of 

accommodation that the 

customer was not happy 

with. 

Customers number was 

blocked on the Advisors 

mobile phone.

4 20/10/21 Homelessness Verbal abuse Employee had been 

working with the 

customer throughout 

the day as he and his 

girlfriend had 

approached  SCH as 

Homeless on the day. 

A placement was 

found, and a referral 

was accepted by a 

provider. Customer 

contacted and they 

became abusive over 

the telephone and 

started swearing at the 

employee. Call 

terminated.

It is possible that this 

refers to the same 

applicant as above. The 

incident was reported via 

Assure and a hazard 

warning marker was 

placed in the case file, 

and the staff member 

supported.

11
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Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

5 21/10/21 Tenancy 

Sustainment

Face to face 

abuse

Distressed and anxious 

customer turned up at 

Chapelhouse reception. 

They rang the entrance 

door Buzzer impatiently 

and repeatedly. Employee 

answered the door. 

Customer wanted to speak 

to a manager. Employee 

explained the office was 

just for key collection. 

Customer then went 

hysterical and attracted 

attention of others in the 

building. This is a complex 

case and further details 

have not been provided 

due to the sensitivity of the 

case.

The customer had also 

been to Endeavour House 

prior to Chapelhouse.

The issues related to the 

office and how SCH deal 

with the general public 

as the office is not 

generally open to the 

public - only by 

appointment. Connect 

used to be open to the 

general public but they 

are now only offering a 

limited service due to 

COVID. Also to blended 

working there are now 

very limited numbers of 

people in the office and 

the TS officers feel very 

vulnerable should 

someone visit 

unannounced. 

Instructions issued to all 

staff not to let anyone in 

the building if they do not 

know who they are and 

do not have an 

appointment. Changes 

made to the front door 

have been made and the 

intercom has been put 

on the outside wall. The 

front door is locked and 

can only be accessed by 

using a SCH pass.  

There is a notice on the 

door advising the office 

is not open to the 

general public and for 

them to call the contact 

centre if they need help. 

Should anyone arrive 

wanting to see someone 

they are now directed to 

call the CC. Customers 

also come to the hub to 

drop off keys when 

giving up their properties 

- letters have been 

altered for them to go to 

Connect or Endeavour 

House.  Connect are 

able to help with this and 

Endeavour has a post 

box on the outside wall 

so customers can drop 

the keys there. 
12
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Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

6 1/11/21 Responsive 

Repairs

Accident Whilst cutting a door jamb 

the blade had not stopped 

turning and employee 

caught their left hand 

causing a  cut to the left 

hand index finger.

Door jamb was clamped to 

two horses and was being 

cut in the middle. Lack of 

concentration and caught 

finger top about 2cm cut 

while trying to cut along 

the line. Had gloves on.

This is the first time in 25 

years this employee has 

done this  and they will 

ensure the blade has 

stopped spinning prior to 

placing his hand in the 

way.  

Lack of concentration 

when undertaking the 

task ad was cutting 

along a line, looking at 

the wrong angle.

Employee was wearing 

gloves at the time but 

will ensure he continues 

to do so as he thought 

the injury could have 

been far worst .

Make sure that items 

being cut are clamped 

secure and that 

concentration whilst 

using power tools is 

always paramount. 

Follow risk assessments 

and method statements.

7 2/11/21 Homelessne

ss

Abusive Abusive email from tenant 

re mail received from 

customer re issues with 

property.

Line manager contacted 

customer to inform him 

that the behaviour was 

unacceptable and given 

first warning. Customer 

has agreed to cease with 

this behaviour, we will 

review if it happens 

again. 

8 9/11/21 Homelessne

ss

Abuse Employee has received 2 

inflammatory and abusive 

emails from a customer 

Email abuse directed at 

officers after findings 

went against applicant 

Spoke to customer, 

advised that she had 

breached SCH's 

acceptable behaviour 

policy and that it is not 

acceptable for her to 

make personal 

derogatory remarks or 

threats. 

13
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14

Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

9 10/11/21 Tenancy 

Sustainment

Abuse The tenant visited office as 

they were suffering ASB at 

his property, mainly the 

noise from the above 

tenant. Customer was very 

agitated. Customer had 

been into the office about 

the same issue last week.

The issues related to the 

office and how we deal 

with the general public 

as the office is not 

generally open to the 

public - only by 

appointment. Connect 

used to be open to the 

general public but they 

are now only offering a 

limited service due to 

COVID. Also to blended 

working there are now 

very limited numbers of 

people in the office and 

the TS officers feel very 

vulnerable should 

someone visit 

unannounced. Changes 

made as per incident 5 

above.

10 12/11/21 Estates 

Management

Abuse/threa

tening 

behaviour

Tenant visited as part of 

the annual gas service and 

check. This was due to be 

out of compliance.

Dodd Group had made 

numerous calls and 

appointments to complete 

the legislative checks.

Tenant became abusive 

and threatening in their 

manner, shouting and 

swearing in a highly 

aggressive manner.

Employee felt intimidated 

and scared for their safety.  

Hazard Warning Marker  

to be issued and letter to 

be sent in line with SCH 

unacceptable behaviour 

policy

11 16/11/21 Homelessne

ss

Abuse Abusive threatening email 

sent in from a potential 

customer.

The Police have 

assessed the customer's 

email and believe no 

further action is 

warranted. The Police 

were concerned about 

their mental wellbeing. A 

referral has been made 

to Birmingham Adult 

Social Services 

concerning their mental 

health. This appears to 

be a random one-off 

event, No further action 

is needed by SCH. 
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Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

12 19/11/21 Estates 

Assistants

Road Traffic 

damage 

only

Employee placed fob to 

panel to access out of the 

carpark, 

Green light went on and a 

few seconds after they 

drove forward, 

A black plastic guard got 

caught underneath the 

vehicle  by the ramp,  

Incident investigated and 

concluded it was driver 

error following 

examination of the 

CCTV footage.

The employee appeared 

to  go when the light was 

on red, causing damage 

to the front bumper of 

the van. Manager has 

requested a driver 

assessment and eye 

test.

13 23/11/21 Tenancy 

Sustainment

Abuse Irate customer turned up 

at Chapelhouse Hub to 

further complain about the 

state of the property.  

She has taken videos and 

pictures.  

Tenant had been let into 

reception. The tenant was 

not happy with the 

response received re 

dealing with their 

complaint.

Employee was left to 

handle the situation which 

had escalated out of 

control when other SCH 

staff had come to help and 

ended up getting into an 

argument with the tenant.

No other officers on the 

team were in the office. 

The issues related to the 

office and how we deal 

with the general public 

as the office is not 

generally open to the 

public - only by 

appointment. Connect 

used to be open to the 

general public but they 

are now only offering a 

limited service due to 

COVID. Also to blended 

working there are now 

very limited numbers of 

people in the office and 

the TS officers feel very 

vulnerable should 

someone visit 

unannounced. Actions 

the same as incident 5 

above.

14 28/11/21 Estates 

Assistants

Road Traffic 

incident 

damage 

only

Employee was on Elms 

Close doing a hot spot 

check and checked the 

garage area. After turning 

left there was an low 

hanging branch that 

clipped the top of the vans 

fibre glass canopy above 

the cabin and caused a 

small amount of damage.

Low tree branch that 

was swinging in the wind 

caught the top of the 

vans canopy and caused 

small amount of 

damage.

To be vigilant on 

surroundings while 

driving in small spaces.

15
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Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

15 29/11/21 Stores Accident Employee was lifting TV's 

with assistance onto the 

back of a lorry to be taken 

away from our waste site 

for recycling, during this 

time the skip driver for the 

compactor had arrived to 

take the full waste skip 

away however the 

compactor had to be 

moved to enable the skip 

driver to pick up the full 

skip and hook it up on the 

empty skip.

During the exchange 

process, employee was 

trying to untighten a 

ratchet that was frozen up 

due to the ice that's 

attached to the skip and 

compactor via a hook. As 

the employee was trying to 

loosen the ratchet 

employee felt a pain down 

the outside of their arm 

from the shoulder down to 

the hand, this then went 

numb and their fingers 

trembled. Another 

employee finished 

untightening the ratchet for 

me to enable the change 

over.

Weather was icy and the 

ratchet on the waste 

compactor was stiff. 

When trying to release it 

the employee strained 

his shoulder muscle, the 

ratchet had been 

previously lubricated and 

extension  bar was used 

to avoid this issue,  

however the cold 

weather was too severe.

To review risk 

assessment to take into 

account icy weather.

Monthly maintenance 

regime put in place to 

lubricate ratchet to 

prevent icing.

16 3/12/21 Responsive 

Repairs

Road Traffic 

Collision

Whilst pulling away from a 

junction the employee had 

assumed the car in front 

had pulled away and whilst 

checking to the right for 

traffic drove into the rear of 

the car in front.

The accident is down to 

driver error and due care 

and attention.

Employee to be 

monitored  for the 

foreseeable future with 

regards to the frequency 

of minor motor accidents 

and  if they become 

more frequent we will 

take measures to asses 

his driving ability and 

competence.

17 9/12/21 Estates 

Management

Abuse ASB visit with Police. Face 

to face personal abuse 

from tenant to employee in 

front of police. ASB 

compliant from neighbour.

Interview terminated as 

tenants behaviour 

increasingly aggressive.

Warning  marker applied 

and tenant will only be 

visited if necessary with 

police or colleagues.
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Incident Summary – Employee Incidents

No Date Service 

Area

Type of 

Incident

Summary Management 

Response

18 23/12/21 Responsive 

Repairs

Abuse Employee was attending a 

job to attend to a faulty 

shower pump whilst trying 

to diagnose the fault the 

tenants son became 

agitated and refused to 

abide by Covid PPE and 

had to be physically 

restrained by his mother. 

Job terminated.

Section Leader attended 

site and found the 

tenants son quite 

aggressive in his 

manner and the way he 

was acting. Repair 

undertaken and has 

advised that in future the 

property is attended in 

two's. 
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 14 FEBRUARY 2022 
 

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

 

Draft Delivery Plan Overview 
 

 

1. Executive Summary 
 

This report provides a progress update on the development of the Solihull 
Community Housing Delivery Plan for the upcoming financial year April 2022 
– March 2023.  
 
An initial draft Delivery Plan was provided to Board on 29 November 2021, 
providing Board members with context, draft content, stakeholder 
engagement and timelines. 
 
Appendix 1 contains the SCH draft Delivery Plan. 

 
Specific highlights covered on 29 November 2021 

 

 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 
 

Board members indicated a positive response around the direction of the plan 
and provided welcome feedback for inclusion in final iterations. 
 

1.1 Board is recommended to: 
 

i. APPROVE the SCH Delivery Plan 2022-2023. 
ii. NOTE that it will be presented to Economic Development and Managed 

Growth Scrutiny Board on 8 March 2022 and Cabinet on 7 April 2022 
 
2. Further Developing the SCH Delivery Plan 
 
2.1 Since 29 November the Delivery Plan has continued to develop and maintain 

positive momentum in line with the timescales set out for completion and 
formal approvals through Executive Leadership Team, Board and SMBC.  

 
As a refresher, the plan has been formed to maintain delivery against the 5-
year SCH strategic vision (which remains unchanged) whilst introducing 
important and new operational elements to prepare SCH for known/emerging 
change across the Housing Sector. 
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3. Acknowledging a Changing Sector and Highlighting SCH Priorities 
 
3.1 The Social Housing Sector continues to see change and momentum around 

safety, service and standards for residents driven by the Social Housing White 
Paper (Charter for Social Housing Residents), Building Safety Bill and a step 
change in ‘proactivity’ from the Housing Ombudsman Service. 

 
 SCH have continued to acknowledge sector changes and the foundations that 

require strengthening or developing remain a key priority. 
 

3.2 SCH Corporate priorities and key foundations are highlighted below. These 
are strategic initiatives that have been agreed as continued ‘enabling’ factors 
that provide the springboard for Directorate level delivery. 
  

 Improving data and systems across the organisation 

 Maturing the Customer Experience Offer 

 Developing the SCH people offer 
 

3.3 Directorate level delivery themes (refresher) are as follows: 
 

 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 

 Technology investment 
 

4. Delivery Plan Progression into Final Approval Stages 
 
4.1 Since the last version of the Delivery Plan was shared with Board, work has 

continued to develop a more matured document and include feedback from 
various stakeholders. The document is attached in Appendix 1, this is a 
reflection of these inclusive iterations. 

 
4.2 Highlights from the feedback provided, particularly from Board members and 

SMBC colleagues is captured below: 
 

 Highlighting SCH’s commitment to working with the communities we serve 
and ensuring customers’ priorities are incorporated into SCH plans, 
stemming from the SCHape Residents Panel. 

 

 Clearly setting out the evolving context of the social housing sector and 
how SCH plans to meet these challenges as they materialise. 

 

 Demonstrating core SCH KPI’s and separating ‘tracking indicators’ to 
highlight both a forward-looking view around sector change and clarity 
between reportable and non-reportable measures. 
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 Increased references and links into SMBC council plan as appropriate. 
 

 Ensuring the plan clearly demonstrates SCH commitments as a ‘Disability 
Confident’ employer amongst a broader inclusivity offer. 

 

 Demonstrate a clear commitment to developing people at SCH. 
 

5.  Executing the Plan 
 
5.1 Internally, the Delivery Plan has been developed in an inclusive manner. The 

Senior Leadership Team, spanning the SCH Directorates are developing a 
tactical approach around key timings, interdependencies and sequencing that 
will ensure a consistent direction of travel. 

  
6. 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 
• 7 April 2022 - Cabinet 

 
 
REPORT AUTHOR: Kevin Bennett 

Executive Director of Customer Service Transformation 
and Business Support 
07702731719 
Kevin.bennett@solihullcommunityhousing.org.uk 
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The 2022/2023 Delivery Plan represents the mid-
point of our five-year Strategic Vision through to
2025. When we first developed the SCH Strategic
Vision, no one could have envisaged that we would
experience a global health crisis and the huge impact
that this would have on all our lives.

Inevitably, Covid-19 has impacted on our plans.
It has forced us to accelerate certain elements, such
as the use of technology and different ways of
working, and delayed others. However, overall, we
continue to progress against our priorities,
embedding and maturing new initiatives, while
maintaining a keen focus on core business activities.
This progress is largely due to the resilience and
commitment of the SCH staff teams and our Council
partners. We are immensely proud of the way our
teams have responded to the crisis, in particular the
work to support communities and those at greater
risk of harm.

Throughout this difficult time our primary concern
has been the welfare of our customers and staff, and
this will continue to be the case in the coming year.
Hopefully, the success of the vaccination and booster

Welcome to the Solihull Community Housing (SCH) Delivery Plan for 2022-2023,
which sets out our priority activities for the coming year. The SCH annual delivery
plans ensure that we maintain our focus on the work that will realise our strategic aims
which, in turn, support the Council’s priorities in seeking to promote better outcomes
for our customers and communities.

programmes, along with sensible precautionary
measures, will mean that we can begin to return
to a more normal way of life.

For the coming year there is a shift in emphasis to
higher level strategic priorities. In response to
learning from external reviews, performance
information and customer feedback, we have
established three fundamental, cross-cutting,
corporate priorities:

• Improving data and systems across the
organisation: to better inform the organisation,
stakeholders and customers, while enhancing our
quality assurance, connectivity across the
organisation and governance capability

• Improving the customer experience: investing in
people, processes and technology across all SCH
services to enhance customers’ experience when
they interact with us

• Developing the SCH People Offer: through
supporting our staff team, demonstrating the SCH
‘HEART’ values and maturing the SCH People
Strategy as an enabler to excellent service delivery

1. Foreword

4 Delivery Plan 2022 – 2023

Richard Hyde, SCH Board Chair Fiona Hughes, SCH Chief Executive
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“The ‘voice of the
tenant’ and other
residents is strongly
embedded throughout
the organisation“

At the same time, we are focussed on getting
the basics right and improving performance
within each directorate. These are the essential
foundations upon which we can further develop our
organisational aspirations.

All of this will put us in a good position to deliver on
the commitments set out within the social housing
white paper. Building safety is paramount, and we
have an absolute commitment to comprehensive
and meaningful customer engagement. The SCHape
Residents’ Panel plays an important role in holding
SCH to account. The panel reviews services,
makes recommendations for change, and provides
assurance that agreed actions have been
implemented and embedded. Openness,
transparency and timely responses to customer
concerns will underpin our approach to
service delivery.

For 2022/2023, alongside our refreshed key
performance indicators (KPIs), we will monitor a
number of tracking indicators. This will enhance our
understanding of performance outcomes and
increase our preparedness for the mandatory
reporting of tenant satisfaction measures, which will
form part of a revised and strengthened framework of
consumer regulation in the social housing sector.

Successful delivery of the priorities set out in this plan
will only be achieved through close and effective
partnership working with Solihull Council colleagues.
A joint asset management strategy, work to reduce
carbon emissions, the development of new homes
and the regeneration of Kingshurst Village Centre are
examples of this. Similarly, interventions to prevent
homelessness, tackle anti-social behaviour, combat
exploitation and support vulnerable people, resulting
in stronger and more cohesive communities, are best
achieved through co-ordinated joint working.

There is a continuing commitment to strengthening
overall governance. The ‘voice of the tenant’ and
other residents is strongly embedded throughout the
organisation. Tenant representation on the SCH
Board ensures that decisions at executive level are
informed by residents’ views, while the SCHape
Panel provides valuable additional rigour to the
oversight of service quality, performance and
compliance. In these difficult and uncertain times,
it is vitally important to have the necessary
arrangements in place to safeguard SCH’s future.
Responsible financial management is essential, as is
constant oversight of risk. We reviewed SCH’s risk
management framework last year and established a
fresh set of corporate and operational risks, which will
be regularly monitored throughout 2022/2023.

This year’s plan is notable for the collaborative way in
which it has been developed and we would like to
thank all those who have contributed: SCH staff
teams, Council colleagues, the SCH Board and,
in particular, our customers.

5solihullcommunityhousing.org.uk
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6 Delivery Plan 2022 – 2023

2. Solihull Community
Housing – Fact File

1.

2.

3.

4.

We manage 9,721 tenanted homes and 1,272
leasehold properties, together with 4,644
garages and 59 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 56 properties acquired
through private sec.

There are 2,593 households on the Council’s
Housing Register

We employ 278 full time equivalent staff
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In the calendar year 2021 we:

Council homes

Let Average void
re-let time

days
692 36

Carried out
adaptations for

97.58%households were assisted
with rehousing when
homelessness could not
be prevented or relieved

of rents due
were collected

1,396
properties across all
tenures

telephone calls were
received into our Contact
Centre

133,524

33,094
repairs were carried out

8,918
gas services were
carried out

163
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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. SCH is a Disability
Confident employer.

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 the 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,

preventing homelessness and engaging with
residents contributes to improving life chances,
health outcomes and promoting thriving and
engaged communities.

• 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.

Aligned to the wider social housing sector, Solihull
Community Housing is committed to ensuring our
plans are informed by the communities we serve.
Within recent years the social housing sector has
placed a particular focus on delivering high standards
of resident safety and customer experience, guided
by The Charter for Social Housing Residents: Social
Housing White Paper and the Building Safety Bill.

Fundamentally the Solihull Community Housing
Delivery Plan for the year 2022-2023 has been shaped
in many areas by the communities we serve and
by the feedback that we receive through ongoing
customer experience surveys and our SCHape
Residents Engagement Strategy.

Our plans this year remain focussed upon measuring
and improving customer experience and safety, but
also taking an active role across the community with
initiatives such as our new Residents Academy.

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
health and safety of customers and staff continues to
be a paramount consideration.

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
indicators 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 at 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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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

Martyn Sargeant
Executive Director of

Customer Service
Transformation &
Business Support

Mark Pinnell
Executive Director of
Asset Management

& Development

Awaiting pic
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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

Managing the stock portfolio in a proactive, green and
holistic way

Ensuring our homes and customers are safe

Excellent delivery of core services

Build new environmentally sustainable homes

More than Bricks
and Mortar

Managing homes and neighbourhoods

Preventing and reducing homelessness

Strengthening
Communities Services for vulnerable and older people

Excellent Customer
Service

Improve data and systems

Deliver an improved customer experience

Passion in People Develop the SCH people offer
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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
• Adapting people’s homes to improve their quality of life
• Support the Council in the supply of additional affordable homes
• 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 Martyn Sargeant – Executive Director
of Customer Transformation and Business Support (interim).

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

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
• Improve data and systems
• Deliver an improved customer experience
• Develop the SCH people offer

Please supply pic
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Strategic Objective – Improve data
and systems
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
across our communities

• Implement Chat AI solution across SCH Contact
Centre to offer a channel of choice for customers
whilst supporting demand with high volume, low
complexity queries

Strategic Objective – Deliver an improved
customer experience
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

• Working with customers to shape our service
design and digital offer

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

self-serve options to make it easier for customers
to contact 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 design
a Contact Centre Quality Framework to maintain
consistently high standards

• Using Business Intelligence, the Contact Centre
Operations Team will identify and strive to 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 – Develop the SCH
people offer
Delivery commitments:
Continue to strengthen its people offer: SCHwill
• Strengthen the Human Resources and

Organisational Development support to be able
to deliver each element of the SCH People
Strategy within this corporate strategy term

• Transition SCH training records into a digital
format (Learning Pool)

• Determine the organisations health and
wellbeing offer and embed, achieving recognition
of success through ‘Thrive at Work’ and improved
staff engagement

• Invest in community partnerships such as
apprenticeships and kickstart to support the
attraction and development of talent into the
organisation

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 holistic 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.

• 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 ‘Golden Thread’ 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.

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.
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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

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 reduction in the
number of properties with
EPC rating of E to G

NA 80% SCH & SMBC
Requirement

ES2

Percentage reduction in
carbon emission level
of social housing stock
(draft TI)

NA 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 the Temporary 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 the Wellbeing

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

• Improve the Digital equipment offer to Wellbeing
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

HO3
Average stay in temporary
accommodation for families
(Budget hotels) – days

NA 15 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, Equalities 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 Governance Team 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 Medium Term 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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Vision Doc
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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: 14 FEBRUARY 2022 

REPORT OF THE CHIEF FINANCIAL OFFICER 

 

REVENUE & CAPITAL FINANCIAL MONITORING AND 
FORECAST 2021/22 – DECEMBER 2021 (QUARTER 3) 

 

1. Purpose of Report 
 
1.1 To update the SCH Board on the financial performance for the 9 months 

to 31 December 2021 (Quarter 3). 
 
2. Recommendation – Items for Noting and Approving 
 
2.1 The Board is requested to: 
 

(i) NOTE the forecast revenue overspend of £79,000 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 was implemented on 1 January 2022. 
 

(iii) NOTE the forecast capital outturn to budget following the carry 
forward of £7.042 million approved by Full Cabinet on 9 
December 2021. 

 
(iv) AGREE to delegate approval for the use of reserves beyond 

£700,000 for the Home Options service relocation to the SCH 
Board Chair and the Chair of Audit and Risk Committee. 

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

 
(vi) NOTE the current and forecast reserves position. 
 
(vii) APPROVE the fees and charges as detailed in paragraph 9.1. 
 
 

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

for the 9 month period to 31 December 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. 
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2.4 The revenue position shows a forecast outturn overspend of £79,000 
(0.3.8%) and detailed commentary is shown at Appendix 1 – Part 1.  
 
Table 1 
 

 Annual 
Budget 
£’000s 

Forecast 
Variance 
£’000s 

Chief Executive 2,514 (35) 

Housing & Communities 5,431 110 

Asset Management  9,619 99 

Procurement 84 5 

Customer Experience & Business 
Support 

3,033 (100) 

Total Revenue Spend 20,681 79 

   

Total Revenue Management Fee 
(inclusive of £275,000 from Welfare 
Reform Reserve) 

(19,807) 0 

   

Transfer net revenue surplus to 
reserves 

176 0 

   

Approved use of Budget Strategy 
Reserve 

(1,050) 0 

   

Net Position 0 79 

 
2.5 The capital position shows a forecast outturn to budget. 

 
3. Commentary on Revenue Financial Performance 2021/22 
 
3.1 The Quarter 3 forecast includes the use of up to £930,000 from reserves 

as approved by Board on 27 September 2021.  The Executive 
Leadership Team have continued to work closely to reduce a £372,000 
overspend previously forecast to the current forecast of £79,000. The 
main areas of concern continue to be Housing & Communities and Asset 
Management. 
 
Housing & Communities 
 

3.2 Full details are shown on Appendix 1 with the main area of variance 
highlighted below: 

 Wellbeing forecasting a total of £116,000 overspend due to a 
combination of recharges for standby call outs which were 
previously charged to Asset Management £31,000 and reduced 
income £95,000, both offset by a number of underspends.  The 
Executive Director is closely monitoring expenditure, however, 
although the standby charges will be added into the charge for 
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users of this service from April 2022 it 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 by the 
end of this financial year. 
 

Asset Management 
 

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

 Day to Day Repairs is forecasting £179,000 overspend with the 
primary cause being a backlog of Section 11 Disrepair claims 
(£150,000) which are not budgeted for.  Activity around disrepair 
claims has increased significantly from 1 case during 2018 to 83 
cases between 2019 and 2022.  There are currently 58 cases 
still open or part settled. It is anticipated that this is a pressure 
likely to continue into 2022/23.   

 Void Repairs forecasting £79,000 overspend following the 
approval of £397,000 reserves.  The overspend mainly relates 
to sub-contractor costs on Gas and Electric jobs with the service 
continuing to work 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. 

 An overspend of £42,000 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 May 2021 to implement the tariff increase over 
a three-year period.  The Board is asked to note that this 
increase was implemented on 1 January 2022.   

 These additional costs have been offset by significant pay 
savings within MST Management, the Stores and Hub Admin. 

 
Other Variations 
 
a) Staffing Costs 

 
3.4 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 
 

3.5 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 
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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. Where known the impact is within the 
current forecast. 
 

3.6 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. The 
existing contract has now been extended until 31 March 2022 meaning 
any saving or pressure will be reflected in the 2022/23 accounts. 

 
4. Impact on SCH Medium Term Financial Strategy (MTFS) 
 
4.1 There are 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.  Staff costs have been increased and 
phased into the base budget as approved by the Board on 29 
November 2021, however, any further additional costs will need 
to be considered. 

 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. A further report regarding this is on the agenda. 

 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. 

 Three time limited Money Advice posts currently funded from the 
Welfare Reform Reserve will cease between2021/22 and 
2023/24. 
 

4.2 These items were incorporated into the 2022/23 SCH Budget proposal 
approved on 29 November 2021. 

 
5. Commentary on Capital Financial Performance 2021/22 

 
5.1 As reported to this Board in November 2021 there are significant 

underspends anticipated in the Capital Programme spend due to spend 
behind profile and these were approved for carry forward into 2022/23 
as part of the mid-year review reported to the Council’s Cabinet in 
December 2021.  Following this carry forward the programme is now 
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forecast to outturn to the new budget by the year-end. Full details of the 
Carry Forward items and commentary on the Capital schemes and their 
performance is attached on Appendix 1 – Part 2.  
 

5.2 On 21 June 2021, the SCH Board considered a report on the relocating 
of the Home Options service to two vacant units at West Mall, adjacent 
to Solihull Connect, the Bluebell Centre and the library. The 
recommendation at the time was to proceed on the basis that the total 
capital cost for both the refit of the new site and addressing any 
dilapidation costs at Coppice Way was contained within £700,000 to be 
funded from the use of reserves. The Board’s Chair and the Audit and 
Risk Committee Chair were both to have financial oversight.  
 

5.3 Progress has been slow on the acquisition as the Council has entered 
into a period of negotiation with the landlord prior to signing a lease. This 
is due to an estimate for Coppice Way dilapidation costs of £175,000 and 
the Council has engaged a specialist to challenge this. 
 
The latest estimate for the refit of the new premise is approximately 
£875k and work is currently taking place to finalise a target cost during 
March. Unfortunately, the time delay has seen any value engineering 
undertaken be replaced by increasing material and labour costs over the 
last year. As the next Board meeting is in May and it is likely the total 
cost cannot be contained within the original maximum amount agreed, 
permission is sought to delegate approval to the SCH Board Chair and 
the Audit and Risk Chair for the finalised total amount required from SCH 
reserves. 
 

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

£11.587 million, which included a negative Pensions Reserve balance of 
£21.884 million. 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.   
 

6.2 The remaining positive reserves of £10.297 million, includes the Budget 
Strategy Reserve of £2.889 million generated by the 2016/17 and 
2017/18 SCH surpluses, of which £1.178 million is earmarked for 
restructure costs.  The expected decrease in SCH Reserves of £2.206 
million represents the current revenue budgeted underspend of 
£176,000, less use of reserves approved by the Board previously.  

 
6.3 The HRA Reserves as at 1 April 2021 were £32.338 million made up of 

£16.155 million revenue reserves and £16.223 million capital reserves. 
 
6.4 The HRA Revenue Reserves are forecast to decrease by £8.135 million 

in 2021/22, due to £5.751 million revenue contribution to the Sprinkler 
Project, £891,000 contribution to the Oracle Cloud Project, £807,000 for 
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the 2021/22 Budgeted HRA deficit and £210,000 net use to match fund 
the 1-4-1 Right to Buy receipts. Further use includes £398,000 of the 
Welfare Reform Reserve and £78k contribution to the Next Steps 
Programme.  

 
6.5 The HRA Capital Reserves are forecast to decrease by a net £1.701 

million in 2021/22, due primarily to the reduction of RTB balances by 
£3.607 million, mainly due to funding for the acquisition of properties 
from Bromford Homes and Major Repairs Reserve of £253,000 which 
has been updated to reflect the mid-year review of the capital 
programme.  These are offset by contributions of £1.183 million expected 
from Shared Ownership sales and £976,000 from Homes England 
Grants.  
 

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

 
7.1 Outstanding debt shown on Appendix 1 – Part 5 has decreased from 

£511,000 to £160,000.  £133,000 of this debt (83%) is less than 60 days 
old. 
 

7.2 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 97.58% for HRA 
rent and 99.41% for SCH rent. 
 

7.3 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 3 we have a requirement to provide for an 
additional £373,000 of HRA bad debt compared to an annual budget of 
£775,000.   
 

7.4 Debt impairment for the SCH owned developments is currently showing 
a requirement of £13.000 compared to the annual budget of £12,000. 

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

£2.938 million which has been deducted from the Capital Management 
fee.  
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8.2 The SCH budget was initially set to balance over the 4-year period 

2020/21 to 2023/24 and was refreshed in November 2021 to reflect the 
period 2021/22 to 2024/25.  Although the budget continues to balance 
over a 4-year period there are underlying budget deficits in 2022/23 of 
£238,000 and in 2023/24 of £55,000. If this position continues SCH may 
be required to identify compensatory savings to address this underlying 
deficit as part of the budget setting process which will start in Summer 
2022.  
 
 
 
 

 
 
 
 

 
 
 

 
 
9. Fees & Charges 

 
9.1 Any change to fees and charges levied by SCH requires Board approval 

and features annually within the budget report. SCH Board approved the 
2022/23 charges on 29 November 2021. Following that meeting it has 
come to light that there are a couple of items relating to Housing and 
Communities which were omitted from the list of charges submitted for 
approval.  Approval is therefore requested for the following fees to be 
levied: 

 As part of the Wellbeing service there are ten legacy customers 
who receive a ‘standalone equipment’ charge.  Due to the limited 
and reducing number of clients that this affects the Executive 
Director of Housing and Communities recommends that the 
2021/22 weekly charge of £1.74 remains unchanged for 2022/23. 

 Fees and Charges for Saxon Court did include a charge of £15.79 
per day for the Hairdressers room.  Following the November 
meeting SCH have been approached by a Physiotherapist who 
would like to use a room at Saxon Court.  The Executive Director 
of Housing and Communities recommends that the equivalent 
charge of £15.79 per day be levied for this additional room. 
 

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.  

  

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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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 
 
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 Dec-21 - Period 9

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

2,514 2,479 (35) (58) 23 

5,431 5,541 110 175 (65)

9,619 9,718 99 264 (165)

84 89 5 8 (3)

3,033 2,933 (100) (17) (83)

20,681 20,760 79 372 (293)

Asset Management Forecast:  

Pay forecasts are annotated by service area below, however, overall Asset Management are forecasting £47k overspend on 

pay.

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

reduced feasibility spend.  Total (£92k) underspend

Day to Day Repairs - forecast to overspend due to: Standby +£26k overspend as a result of an issue with scripts earlier in the 

year which classed a high number of jobs as 1 day emergency; Day to Day repairs overspend, of which +£150k as a result of 

increased Section 11 Disrepair claims due to a backlog, +£73k pay from high use of agency staff covering long term sickness.  

These overspends partly offset by (£53k) reduced sub-contractor spend.  Total +£179k overspend

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

contractor costs on Gas +£30k and Electrical works +£60k - the service are continuing to work with the contractor to identify 

the reasons and introduce control measures.   Total +£79k overspend

Compliance works - forecast to underspend due to Electrical Testing as a result of lower average job costs than budgeted 

(£30k) and Health & Safety Water Risks - based on annual contract value (£20k).   Total (£64k) underspend

Support Services - forecast to underspend mostly due to overall net pay underspends (£71k) as a result of vacancies mainly 

within the Stores and Administration teams.  Partly offset by net overspend within Biomass of +£42k primarily due to increased 

utility and pellet costs and under achievement of income; also Fleet overspend due to change in specification for Estates 

vehicles +£31k overspend.  Total (£3k) underspend

Movement:

Overall improvement in payroll forecast of (£100k) from vacancy control applied through quarter 3.  Net improvement in non 

pay costs mainly as a result of reduced forecast by (£79k) on Day to Day Repairs sub-contractor spend.

Procurement Forecast:

Income - Overspend due to a rebate which was historically received for use of the London Housing Consortium framework, 

however the framework was not used in 2020/21 so no rebate is due this financial year.

Movement:

Minor movement in forecast income, improvement of (£5k)

Customer Transformation & 

Business Support

Forecast:

Governance & Administration - forecast to overspend by +£8k, mainly due to minor overspends on pay +£3k and Board 

consultancy fees +£6k.

Customer Experience - forecast to underspend by (£50k), mainly as a result of pay underspends from vacancies during the 

year.

Business Support - Policy & Performance pay overspent +£8k due to a Project Manager post underfunded, and Grants & 

Subscriptions +£25k due to significant increase in payment to Housing Ombudsman.  Endeavour House, Coppice Way and 

Kingshurst Offices net underspends of (£51k) and (£20k) unbudgeted office rent income.   Total (£58k) underspend.

Movement:

Overall improvement in payroll forecast of (£30k) from vacancies during quarter 3. Non pay improvement in forecast mainly as 

a result of IT licences (£20k) and reduced premises costs (£12k).

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

Chief Executive Forecast:

Forecast underspend mainly due to expected year end annual leave/flexi leave adjustment (£49k); 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.  This is partly offset by expected recruitment costs for Building Safety posts +£20k.

Movement:

Forecast now allows for expected recruitment spend on Building Safety posts +£20k.

Housing & Communities Forecast:

Housing Options forecast to overspend by +£127k mainly due to:

Wellbeing - mainly a combination of +£31k standby charges previously charged to Asset Management and +£95k reduced 

income - total +£116k overspend

Temporary Accommodation - Furniture & utility costs overspends due to increased turnover of TA tenancies +£40k.

Rent Collection & Money Advice forecast to underspend by (£61k) mainly made up of:

Income Collection reduced court and warrant fees due to lower court action – (£31k) underspend

Money Advice Team payroll underspend of (£17k)

Neighbourhood Services forecast to overspend by +£29k mainly made up of:

Cesspool ongoing significant overspend of +£20k, however the service is working with Severn Trent to link properties to the 

mains sewer by March 2023.

Laundry Service overspend of +£14k due to lack of use with the service undertaking a feasibility of installing washing machines 

to individual properties that have communal laundry facilities as income does not meet cost.

High & Low Rise - increased electricity costs of +£30k, offset by saving from extension of existing cleaning contract (£23k).

Movement:

Overall improvement in payroll forecast of (£16k) from vacancy control during the year,  reduced block cleaning costs following 

the extension to the existing contract (£23k), reduced costs within Income Collection on enforcement costs (£15k).

Revenue Total
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Financial Dashboard as at Dec-21 - Period 9

Part 2. Capital Expenditure

Annual Budget

£000

Forecast Outturn 

£000

Forecast Variance 

£000

Previous Period 

Forecast Variance 

£000

Movement from 

previous quarter 

£000

1,065 1,065 0 (445) 445 

9,847 9,847 0 (1,450) 1,450 

1,855 1,855 0 35 (35)

2,171 2,171 0 (229) 229 

269 269 0 (20) 20 

0 0 0 0 0 

3,100 3,100 0 0 0 

1,518 1,518 0 (42) 42 

4,009 4,009 0 (4,796) 4,796 

0 0 0 0 0 

23,834 23,834 0 (6,947) 6,947 

Health, Safety and Legal 

Obligations

Forecast:

Nil - The Spandrel panel replacement programme budget has been reduced by (£3,654k) to be carried forward into 2022/23, as 

approved by Cabinet within the mid-year review - formal procurement for a contractor for the spandrel panel is ongoing, with 

the contractor likely to be in place by March/ April 2022. 

The High Rise Sprinklers retrofit project budget has been increased by £1,549k to meet the increased costs of the improved 

specification, as well as the works proceeding ahead of schedule, also approved by Cabinet.

The increase to the Structural Works budget of £179k has been funded by reallocations from other capital projects as 

approved.

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

Climate and Energy Forecast:

Nil - Additional spend required on Boiler Installations in order to take advantage of external funding +£200k and Biomass 

Building Management Systems +£35k has been funded by reallocations from other capital projects as approved.

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

Capital Maintenance and 

Improvements

Forecast:

Nil - Forecast underspend on Low Rise Overcladding (£200k) has been reallocated to meet cost pressures on Flat roofing +£30k, 

Garage works +£1k, as well as priorities highlighted elsewhere within the capital programme.

The (£60k) underspend on Sheltered Schemes was also approved to be carried forward.

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

Capital Classification Explanation of forecast variance / Explanation for movement in variance from previous quarter

Adaptations Forecast:

Nil - budget reduced by £450k for carry forward approved within the mid-year review.

Staffing resources caused a backlog but should be resolved once team full recruited to.  As reported previously, Adult Care & 

Support colleagues at the Council have agreed to fund 50% of 5x 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 work on 

Public Sector Adaptations.

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

Programme Management and 

ICT

Forecast:

Nil - (£42k) Underspend on IT Capital approved carry forward to 2022/23 as a part of the mid-year review (Full Cabinet 9-Dec-

21).

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

New Build Forecast:

Nil - (£4,872k) underspend approved as carry forward within the mid-year capital review (to Cabinet 9-Dec-21): relates to 

Lakeside (£2.578m) due to delays caused by the requirement to carry out a protected species survey, Property Acquisitions 

(£1.294m) where changes in the Pooling regulations mean that there is no longer a need to purchase 17 properties in year and 

DIY Shared Ownership (£1.000m) where only 1 enquiry has been received so far and no spend has been committed.

+£530k Additional funding has been approved: for the next phase of the Rough Sleepers Accommodation Programme +£380k 

fully grant/ S.106 funded; and for preparatory costs towards the KHVC Housing programme +£150k.

(£48k) of net minor underspends from completion of new build developments has now been released.

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

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.

Environment and Estates Forecast:

Nil Forecast underspend of (£31k) reallocated to support priorities highlighted elsewhere within the capital programme 

(approved Full Cabinet 9-Dec-21).

Movement:

The forecast variance reported at quarter 2 has been eliminated as a result of the mid-year Capital review, approved by Full 

Cabinet 9-Dec-21, referred to in the comments above.

Crime and Security Nil - A forecast underspend of (£209k) has been reallocated to support priorities highlighted elsewhere within the capital 

programme (approved Full Cabinet 9-Dec-21).

Cyclical Capital Maintenance

Follows net reduction in 2021/22 Capital Budget of (£7.042m), approved Full Cabinet 9-Dec-21
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Financial Dashboard as at Dec-21 - Period 9

Part 3. 1-4-1 Receipts

Cumulative 

Required Spend

Cumulative Actual 

Spend to P09
Spend Required

Cumulative 

Purchases

Match Funding 

Required
Received To be spent by £ £ £ Required ¹ £

2016/17 2021/22 368,516 930,000

2017/18 2022/23 516,503

2018/19 2023/24 1,143,429 213,429 4 320,144 

2019/20

Part 4. Reserves

(1,500) 0 0 0 (1,500)

(1,711) 976 150 0 (585)

(1,178) 204 0 0 (974)

(5,908) 83 738 55 (5,032)

(10,297) 1,263 888 55 (8,091)

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) 1,167 231 (536) (4,232)

(1,660) 398 439 335 (488)

(212) 0 0 0 (212)

(3,201) 819 1,511 (271) (1,142)

(5,948) 5,751 197 0 0 

(16,115) 8,135 2,378 (472) (6,074)
(2,094) 253 1,111 214 (516)

(2,587) 0 2,587 0 0 

(11,542) 3,607 3,452 (1,098) (5,581)

0 (2,159) 976 0 (1,183)

(16,223) 1,701 8,126 (884) (7,280)

(32,338) 9,836 10,504 (1,356) (13,354)
`

Part 5. Age of Outstanding Accounts Receivable Debts

Current Quarter      Previous Quarter

NB: Of the total AR debt outstanding at 31-Dec-21, £155k (97%) is due from SMBC.

Part 6: Rent Collection

£32,597,175

£31,809,260

£31,536,358

97.58%

100.87%

Part 7. Debt Impairment

Total HRA Debt £
Impairment 

Required £
SCH Arrears

3,633,734 2,844,690 31-Mar-21

3,794,021 2,889,834 30-Dec-21

45,144

372,595

417,739

775,000

Cumulative 1-4-1 Receipts

No RTB receipts from 2019/20 onwards have been identified as required for use as 1-4-1 spend.

¹ Based on average purchase price of £146,000

From April 2021 the Pooling regulations 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.

Further properties have been identified for possible acquisition this financial year, potentially using a further £196k of the 1-4-1 receipts balance.

Solihull Community Housing Reserves
Balance 31/03/2021

£000

Forecast use 

2021/22 

£000

Forecast use 

2022/23 

£000

Forecast use 

2023/24 

£000

BSR: Restructure costs 21/22: £160k Pay Award, £26k Fire Safety Posts , £18k Voids

General Reserve 21/22: (£176k) Budgeted surplus, +£200k Coppice Way relocation, +£59k forecast variance at P08.

TOTAL SCH RESERVES

Forecast Balance 

31/03/24

£000

Comments

Minimum Working Balance

Budget Strategy Reserve (BSR) 21/22: +£976k Approved use of BSR in 2021/22: 

£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.

Earmarked: Regeneration

Earmarked: Capital investment Top-up annually through HRA budget, use includes acquisitions funding £2.629m and DIY Shared 

Ownership Scheme

High Rise Sprinklers Reserve

Housing Revenue Account Reserves  

(held by SMBC)
Comments

Working Balances (minimum £2m) 21/22: £807k Budgeted HRA deficit, £360k Additional HRA Cloud project contribution.

Welfare Reform / HRA Balances Forecast use (3 years) includes £525k towards HRA Debt Impairment, £353k for Mobysoft system, 

£249k for agreed temporary WRR-funded posts.

RTB Receipts Reserves 21/22: Includes £3.625m acquisition of Small Homes, £200k Middlewood House demolition.

22/23 includes estimated £4.700m towards KHVC redevelopment - housing element.

Capital Receipts Unapplied

sub-total HRA Capital Reserves

sub-total HRA Revenue Reserves

Major Repairs Reserve Spend includes £5.351m allocated to increased cost of High Rise Sprinklers retrofit.

High Rise Sprinklers Reserve

HRA Income SCH income of  rent due £132,857

Rent Roll SCH Collection percentage 99.41%

TOTAL HRA RESERVES

HRA Income SCH Income

Overall Income Due SCH Rents collectable @ Dec-21 £133,650

30-Dec-21 140,251 124,294 

Increase/Decrease Increase/Decrease 12,533 

Percentage rent collected of rent due

Percentage rent collected of rent due excl. arrears b/fwd

HRA Arrears Total SCH Debt £
 Impairment Required 

£ 
31-Mar-21 126,669 111,761 

Approved budget within HRA for contribution to Debt Impairment Approved budget within SCH for contribution to Debt Impairment 11,700 

Add: Net Write offs YTD Add: Net Write offs YTD 0 

TOTAL CHARGE TO DEBT IMPAIRMENT  TOTAL CHARGE TO DEBT IMPAIRMENT 12,533 

35

39

0

418

9

10

Current (0-30)

31-60

61-90

91-180

181-365

365+

Page 3 of 3
Page 191



This page is intentionally left blank



SOLIHULL COMMUNITY HOUSING 

BOARD MEETING 14 FEBRUARY 2022 
 

REPORT OF THE EXECUTIVE DIRECTOR OF CUSTOMER SERVICE 
TRANSFORMATION & 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 3 – 31 December 2021) where targets have not been 
met. 

 
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. 
     

3. Performance Reporting 
 
3.1 This report details achievement against the business critical KPIs where 

targets have not been met at end of quarter 3 2021/22.  
 

3.2 This quarter there are 29 KPIs with 17 targets being met (green), 5 off target 
but within tolerance (amber) and 7 where target missed (red). 
 

3.3 Improvements have been made with HO5 – percentage of successful 
homeless prevent and relief with target being achieved in Qtr3 and 
cumulatively for year to date. 

 
3.4 The 7 red issues are:  

 WB20 – net gain in paying wellbeing service users, 

 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,  

 CR34 – complaints responded to in timescale. 
 

3.5 There is a continued focus on voids, additional resources have been applied 
to the void process which are beginning to take effect with reducing void re-let 
times and number of lettable voids. 
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3.6 A full summary of performance of the KPIs where targets have been missed is 
attached at Appendix A. 
 

3.7 Customer satisfaction (CSAT) is now embedded with 13 service areas now 
covered all of which are amalgamated to provide the overall transaction CSAT 
rating (CR2) with the quarterly STAR tracker showing the perceptional CSAT 
(CR31). 
 

3.8 Acuity were commissioned to undertake a quarterly STAR tracker survey, 
commencing April 2021. The 3rd quarter survey was undertaken in December. 
Overall satisfaction was 78% which is the same as Qtr1 and Qtr2. This is 
down from 81% in the 2020/21 STAR survey. This reduction is in line with 
what has been experienced across the sector during 2021 as reported by 
HouseMark.  
 

3.9 The survey reveals that most measures show slightly increased satisfaction 
from the previous survey undertaken in Q2 2021/22; overall satisfaction (78%) 
has remained the same. There is, however, higher satisfaction for SCH being 
easy to deal with (81%), having a safe and secure home (79%) and SCH 
providing information on building safety and responsibility (79%). Satisfaction 
was reduced on only two measures, the quality of the home (down 3%) and 
the safety and security of the home (down 4%). As stated above, the rating for 
overall satisfaction has remained the same. There is some dissatisfaction with 
services, the highest levels found are for the repairs and maintenance service 
(23% dissatisfied), keeping communal areas clean and safe (20% 
dissatisfied), listening to views (18% dissatisfied) and the quality of the home 
(17% dissatisfied). However, despite this dissatisfaction with some specific 
services, just 14% are dissatisfied with the overall services received from 
SCH. 

 
3.10 The full STAR survey report is attached at Appendix B. 
 
4. Financial Implications 

 
4.1 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 ability to deliver services. 
 

5. Equality and Diversity Implications 
 

5.1 There are no specific implications for SCH customers within vulnerable/ethnic 
groups. 
 

6. Risk Management Implications 
 

6.1 The risks arising from failing to meet specific targets such as not collecting 
income are included within the general risk management framework. 
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7. Value for Money and Efficiency Considerations/Implications 
 

7.1 The expectation of SMBC is that we continue to deliver excellent services 
whilst delivering efficiencies. 

 
8. Tenant Involvement/Consultation 

 
8.1 There has been no specific consultation in relation to this report. 
 
9. Consistent with Strategic Vision 

 
9.1 The report is consistent with the Delivery Theme of Team 2022 “sustained 

focus on operational and cost performance”. 
 
 
 
 
REPORT AUTHOR:  Steve Abrahams 
      Performance Improvement Officer 
       0121 779 8875 
           stephenabrahams@solihull.gov.uk  
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report 
2021/22

Quarter 3 December 2021
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Qtr3 Dec 2021

Ref Description Target Nov-21 Dec-21 YTD YTD trend

WB20 Net gain in paying Wellbeing service users 81 2 8 50 -1

Headline summary: 

Action points:

AM20 Average number of days to complete repairs 7.50 8.52 10.06 10.70 -0.05

Headline summary: 

Action points: 0

WB2 Percentage of Major adaptation works completed on time 99.00% 70.00% 75.00% 81.70% -0.18%

Headline summary: 

Action points:

VL1 Average re-let time of voids - days 18 40 38 36 0

Headline summary: 

Action points:

VL13 Percentage of  rent loss due to voids 0.90% 1.80% 1.72% 1.72% -0.08%

Headline summary: 

Action points:

VL16 Number of Lettable voids 85 135 131 134 -4

Headline summary: 

Action points:

CR34 Complaints resolved in timescale 90.00% 85.19% 45.00% 76.80% -3.66%

Headline summary: 

Action points: • Complaints audits to be undertaken.                                                                                                                                                                                                                               

• Amendment to stage 0 process.

The total number of stage 1 complaints received in the quarter was very similar (78) compared to the previous quarter (74) but there has been 

a higher number of complaints dealt with outside of the timescale.  This has been largely attributable to resourcing issues in the last month of 

the quarter in a couple of key teams that receive higher rates of complaints due to the number of customer interactions.  We have put in place 

internal checks on all cases to offer advice and support to staff investigating complaints and will also be carrying out additional training in 

February.

Void numbers have increased slightly this month to 134 from 131 the previous month, against a trajectory of 120.  56 new lettings were 

completed in December.  Christmas close down coupled with customers being reluctant to move prior to and during the festive period is a 

seasonal trend and inevitably has some impact on December outcomes each year. Again combined with the festive season, there were 43 

refusals of offers.  There remains a significant number of DTL properties (34) at end of December, which are mainly in extra care/all age 

disability schemes.  Continual marketing and collaborative work with Adult Social Care continues in efforts to allocate these particular 

properties.  There are also several adapted properties where work with the Occupational Therapist is ongoing to ensure best use of stock in 

terms of allocating to families that require the adaptations.

• Continued efforts ongoing to appointment a replacement temporary viewing officer via agency.                                                                                                                                                                                                                                       

• TSOs increasing the number of viewings in void works being carried out.                                                                                                                                                                                                                                                                                                                     

• Continue with marketing DTL properties including allowing bids for 1 & 2 bedroom need applicants on 2 bedroom high rise properties, to be 

noted that there are some issues with affordability criteria so being managed on a case by case basis in attempts to let these properties.                                                                                                                                                                                                                                                                             

• Exploring other options for Greenhill way extra care scheme.                                                                                                                                                                                                                                                                                                           

• Continued working with Housing OT to find suitable customers for the adapted properties.

4 completions in December with 1 out of target. Although improved procedures have been implemented which should improve monthly 

performance it is unlikely that overall target will be achieved.

Exception report

•Continued focused on ‘older’ voids between now and financial year end to ensure we approach April with no significant ‘old’ voids that will 

affect new year performance indicators.

• Continue to reduce void numbers, therefore reducing rent loss.                                                                                                                                                                                                                                                                                                           

• Progressing with actions to remove regeneration properties identified for demolition from the rent loss stats.

A slight reduction in void relet time for  December  down to 38 days from 40 on previous month. This figure will fluctuate now as we start to let 

remaining ‘older’ voids.  Relet time accounts for date of void through to date of let. VL3 (time to relet following completion of repairs) reduced 

to 9 days in Qtr3 down from 15 in Qtr2, so  just slightly over the 8 day target. 

A slight reduction in December. Unlettable properties identified for demolition are included in void rent loss.

• It is anticipated that service improvements will not be realised until Q4. We are currently awaiting financial approval to recruit into posts to 

support the improvements we are making in the Aids & Adaption team.  Process maps are being circulated for consultation prior to approval. 

We envisage a transitionary period of 3-6 months before the service has the new processes embedded with the new way of working.  

Jobs that were paused due to COVID have now been completed and are included in return. Paused days are counted and so this will increase 

the figure reported. Comparison with peers shows that across the sector average time has increased significantly with this performance in line 

with increases seen across the sector.  Access issues are contributing to delays in completing jobs. Subcontractors have been instructed to 

assist with the situation.

Only had 31 installs this month and 51 leavers; all but 7 of these leavers were either deceased, moved away or into permanent care. We have 

had extremely low staffing due to impact of Covid which has reduced numbers of installations we have been able to complete and also the 

Xmas shutdown again reduced install numbers.

• We are doing work with SMBC to increase referral numbers.                                                                                                                                                                                                                                                                                                                    

• We are developing a catalogue of equipment to share with social workers etc and also organising some drop in sessions etc at SMBC staff 

conference.
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Ref Description Target Nov-21 Dec-21 YTD YTD trend

NS1 Percentage of rent collected of rent due 98.00% 97.28% 97.58% 97.58% 0.30%

Headline summary: 

Action points:

WR15 Current tenant arrears as % of rent debit 3.50% 4.24% 3.99% 3.99% 0.25%

Headline summary: 

Action points:

HO3 Average stay in temporary accommodation (Budget hotels) - days 10 18 17 27 -1

Headline summary: 

Action points:

AM1 Percentage of properties with valid gas certificate 100.00% 99.93% 99.91% 99.91% -0.02%

Headline summary: 

Action points:

WB1 Percentage of Minor adaptation works completed on time 99.00% 98.85% 100.00% 98.99% 0.04%

Headline summary: 

Action points: • With the embedding of improved processes it is anticpated that improved performance will be maintatined with target being achieved by 

end Qtr4

• Maintain Regular organisational communication.

• Mobysoft Rent sense technology helping us chase the right cases.

• Ensure we complete all Mobysoft recommendations on a weekly basis (we have achieved over 90% when fully staffed).

• Weekly meetings are still being progressed with Mobysoft Analysts, but queries are down to a minimum and meetings considerably shorter.

• Our focus is again back on DHP as we seek to address the underspends with the Council, particular attention is still being given to new

claimants and  vulnerable tenants. DHP spends have now increased to £83,392.66.

• We continue to try and engage with tenants in 'high rent arrears where our No's of tenants owing 7 weeks rent currently 994 is lower than at 

the same point last year (1,020) and only 1 eviction has taken place in December 2021 = 4 so far this year.

• Our focus now turns to the Rents and Arrears Audit in January and meetings have now started with Internal Audit.

7 properties outstanding at end of December, 1 property on hold with Police and 1 as tenant in hospital other 5 being progressed through legal 

services.

74 cases have migrated to Universal Credit this month and 594 over the first 9 months of the year which is slightly down on previous years. 

NSP's have returned to require 1 months notice again (same as Pre Covid) before entering cases to court which changed from 1 October 2021 

to reflect Govt guidelines.  Our practices do now comply with the ruling in the Kalonga v Croydon case where forfeiture notices are now served 

in Fixed Term Tenancy cases. The Team have been working hard and helped to ensure that following a successful testing phase as User 

Acceptance Testers that we went 'live' on 8 December 2021 as scheduled.

• Mobysoft recommending the right cases for staff as outlined in the business case.

• The  Team are now more proficient at using Mobysoft completing in excess of 90% of recommendations each week.

• Meetings continue on a weekly basis as part of 'hypercare' (which continues throughout January 2022)  and the numbers of queries 

continues to diminish.

• During January more meetings are scheduled to look at the Dashboard in more detail and understand work streams/performance better.

• DHP Meetings continue to take place every fortnight as we seek to spend underspends. This time last year we had spent £139k compared to 

£83k this year so given the Council's extra funding there is a focus here on finding suitable cases.

• Meetings have now commenced with Internal Audit for this years Rents and Arrears Audit.

Improvement continued in Qtr3 with target achieved in Qtr3, overall performance just off target.

39% of households were supported out of budget hotel provision within 10 days, and 79% within 20 days. Overall average length of stay 

impacted significantly by a small number of households with limited move on options.  

The early Christmas campaigning paid dividends again together with a large reduction over the rent-free week which helped to put Income 

Collection back on track and is best position since Qtr 1. In terms of achieving the 98% target we are currently short of target by £135,971.32. 

We also launched Mobysoft 'go live' as scheduled on 8 December 2021 although still very early the Team are settling into the new ways of 

working and Mobysoft are currently supporting SCH through hyper care with regular meetings and support throughout January 2022. We are 

still dealing with a number of tenancy related issues but staff are now more comfortable issuing Notices to Seek and Terminate (NOST'S)  in 

relation to Fixed Term tenancies and the time line for NSP's has reverted to how it used to be Pre Covid 19.

• Working through TA Plan 2021/22 commitments and improvement actions.

• Diversification of TA portfolio.

• Working more upstream and on the prevention agenda.

2 of 2
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1. Introduction  
Acuity (a research agency specialising in the housing sector) has been 

commissioned to undertake independent tracker surveys during 2021/22 

on behalf of tenants of the Solihull Community Housing (SCH) to collect 

data on their opinions of, and attitudes towards, their landlord and the 

services provided. The survey was designed using Housemark’s STAR 

questions for tenant satisfaction surveys.  

 

1.1 About STAR 

STAR surveys have now been in use by landlords 

after being launched in July 2011 by Housemark, 

providing a bank of questions designed to 

measure tenant satisfaction in the housing 

sector. Using STAR question sets allows social 

housing providers to compare key satisfaction 

results with other landlords and provides a 

framework for trend analysis. The questions were 

updated in April 2020 and are likely to change 

again following the Social Housing White Paper. 

1.2 Aim of the Survey 

Solihull Community Housing (SCH) undertook its 

last full tenant survey in 2018. The results were 

disappointing and lower than those found in a 

survey carried out in 2017. In the last couple of 

years, SCH has undergone service improvements 

in a number of different areas and are keen to 

understand the impact of these on tenant 

satisfaction. Acuity was commissioned to 

undertake three dip tests to measure tenant 

satisfaction prior to undertaking a more 

comprehensive survey. 

Now these are complete, Acuity has started a 

series of quarterly tracker surveys to test 

satisfaction throughout the year and these are 

run in parallel with a number of transactional 

surveys. 

The aim of this survey is to provide data on 

tenant satisfaction, which will allow SCH to: 

• provide information on tenants’ perceptions 

of current services,  

• compare the results with previous surveys,  

• compare the results with other landlords 

(where appropriate). 

1.3 Sampling Frame & Fieldwork 

Tenants were telephoned at random from the 

complete tenant population, with quotas set to 

ensure that the data is representative by age, 

property type and neighbourhood zone – 

however, due to the large number of variables 

this created, age was prioritised. 

The telephone survey is confidential, and the 

results were sent back to SCH anonymised unless 

tenants gave their permission to be identified.  

1.4 Survey Design 

The number of questions in the tracker surveys is 

much reduced from the larger one-off survey 

undertaken earlier in the year. A copy of the 

question set can be found in Appendix 1. 

1.5 This Report 

This report presents an analysis of the results 

based on 151 telephone interviews that took 

place in December 2021. 

Approximately nine out of ten tenants gave 

permission for their landlord to see their 

individual answers with their names attributed 

(89%), with 96% of these happy to be contacted 

should SCH wish to do so. 

1.6 Accuracy 

For the overall results, Acuity and Housemark 

recommend that surveys of tenure groups under 

10,000 population achieve a sampling error of at 

least ±4% at the 95% confidence level. This 

means that, for example, if 75% of tenants 

answered ‘Yes’ to a particular question, there are 

95 chances out of 100 that the correct figure for 

all tenants – including those who did not respond 

– would be between 71% and 79%.  
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For these quarterly surveys, the results are 

accurate to ±7.9%, and ±3.9% for the whole year. 

The report includes comparisons with the one-off 

survey from this year, which had accuracy of 

±4.0% and the previous dip tests which are 

accurate to ±9.8%, so some care is needed when 

considering the results from the different 

surveys. 

1.7 Notes to Figures 

Throughout this report, the figures show the 

results as percentages and base numbers are also 

shown where appropriate.  

 Rounding 
The vast majority of figures show the results as 

percentages. The percentages are rounded up or 

down from two decimal places in the data files to 

the nearest whole number, and for this reason, 

may not in all cases add up to 100%. Rounding 

can also cause the percentages described in the 

supporting text to differ from the percentages in 

the charts by 1% when two percentages are 

added together. In some parts of the report, 

percentages may be expressed to one decimal 

place.  

 Excluding ‘don’t know’ and ‘no opinion’ 
In general, in line with the convention for 

satisfaction surveys, only valid responses to 

questions have been included and all non-valid 

responses (for example, where a response to a 

question has not been stated) have been 

excluded. Responses such as ‘no opinion’, ‘can’t 

remember’ or ‘don’t know’ (where these were 

possible responses to questions) are also 

excluded from the base in this report. Where 

these results are excluded, this is noted in the 

written comments and charts. 

1.8 Quality Standard 

This research project was carried out in 

conformity with ISO20252:2019 and the MRS 

code of conduct. 

1.9 Acknowledgements 

Our thanks go firstly to the tenants of SCH who 

took part in the survey. We would also like to 

thank the staff for their assistance with the 

project, and our particular thanks go to Stephen 

Abrahams and Becci Youlden for their help 

throughout the project. 
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2. Overall Services  
This section examines the overall rating for services, which is often seen as 

the headline figure in the survey. Ratings in other sections provide an 

insight into how highly tenants are satisfied with the services provided by 

SCH.  

 
 

Tenants were asked, ‘Taking everything into 

account, how satisfied or dissatisfied are you with 

the services provided by SCH?’  

Just under four-fifths of the tenants are satisfied 

with the services provided (78%) and there are 

more ‘very satisfied’ (42%) than ‘fairly satisfied’ 

(36%). Some 14% of tenants are dissatisfied with 

the services provided and a further 8% are 

neutral (neither satisfied nor dissatisfied).  

Figure 2.1: Satisfaction with overall services 

 

Change Over Time 

Satisfaction with landlord services has remained 

the same as that reported in Q1 and Q2 21/22 

(78%) and has remained higher than the survey in 

2018. During the dip tests, satisfaction with 

overall services started at 81%, fell to 79% then 

rose to 84%.  

Figure 2.2: Satisfaction with overall services over 

time 

 

 

Note: The results from the dip test surveys are 

compared against previous surveys in 2017 and 

2018 and the 2021 survey. It is important to note 

that the 2017, 2018 and 2021 survey results are 

more statistically reliable (±2.5%, ±2.8% & ±4% 

respectively) than the dip tests (100 surveys - 

±9.8% margin of error) due to the larger number 

of respondents – (1,299, 1,106 & 567 

respectively). The 2017 & 2018 surveys were also 

a mix of online and telephone responses. The 

current Q2 survey has an accuracy of +7.9% which 

means a change of +11.9% is needed between 

this survey and the one in 2021 to be statistically 

significant. 

Neighbourhoods 

Satisfaction with landlord services is the highest 

in CWOOD4 (92%), followed by KHSW1 and SOL3 

(both 88%) with the lowest in SOL2 (62%), all 

other areas satisfaction levels range from 67% to 

82%. 

Figure 2.3: Satisfaction with overall services by 

neighbourhood 

  

Change over time 
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3. The Home  
This section looks at the results from the survey based on the views of 

SCH’s tenants about their home. Ratings for the quality of the home often 

relate to the quality of the build and how well it is being maintained. Other 

questions asked tenants about the safety and security of the home. 
 

3.1 Quality of the Home 

Three-quarters of tenants are satisfied with the 

overall quality of the home (75%), and more are 

‘very satisfied’ (42%) than ‘fairly satisfied’ (34%). 

There are 18% of tenants dissatisfied with the 

quality of their home, while 7% of tenants fall 

into the middle ground of being neither satisfied 

nor dissatisfied.  

Figure 3.1: Satisfaction with the quality of the 
home  

  

 Change Over Time 

The Q3 21/22 survey found that tenants rated 

the quality of the home 3% lower than in the Q2 

21/22 survey and at a similar level to the Q1 

21/22 survey. During the dip tests, satisfaction in 

dip 1 (December 2020) started at 75%, dropped 

to 70% in January then rose again to 73% in 

February. 

Figure 3.2: Satisfaction with the quality of the 
home over time 

  

3.2 Safe & Secure 

Tenants were asked ‘Thinking specifically about 

the building you live in, how satisfied or 

dissatisfied are you that your landlord provides a 

home that is safe and secure?’ Eight out of ten 

tenants are satisfied with the safety and security 

of their home (79%) with around half (49%) ‘very 

satisfied’. A few tenants are neutral on the issue 

(5%), while 16% are dissatisfied. 

Figure 3.3: Satisfaction with the safety and 
security of the home 

  

Change Over Time 

The question relating to safety was not asked in 

the surveys previous to Q1 21/22. Since the Q2 

21/22 survey, satisfaction with the quality of the 

home has dropped by 4%. The dip surveys show 

that satisfaction with the safety and security of 

the home was 81% in Dec 20 and 76% in Feb 21. 

Figure 3.4: Satisfaction with the safety and 
security of the home over time 
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Neighbourhoods 

Tenants living in KHSW1 are the most satisfied 

with the quality of their home (88%) and the 

safety and security of their home (100%). Those 

in KHSW2 are the least satisfied with the quality 

of their home, 61% are satisfied and those in 

SOL2 are least satisfied with the safety and 

security of their home (62%). 

Figure 3.5: Satisfaction with the home and its 
safety by neighbourhood  

  

Safety & Security Comments 

Tenants who do not feel their home is safe and 

secure were asked to explain why and suggest 

what could be improved. A total of 63 comments 

were received and, perhaps not surprisingly, 

safety & security issues are the most common 

subject area with 10 tenants wanting improved 

door security in communal areas, 3 suggesting 

increased gate security and 2 having concerns 

over asbestos. Other comments cover property 

condition, neighbourhood problems, home 

improvements and day-to-day repairs. 

Figure 3.6: Safety and security comments  

Safety and security (24 comments) 

Door security in communal areas 10 

Gate security, locks 3 

Door or window security 2 

Asbestos 2 

Hazardous rubbish left around (needles, glass, 
razor blades) 

1 

People on site not residents 1 

Lighting (car park, communal) 1 

Subsidence (garden or property) 1 

Communal / fire doors kept closed 1 

Property broken into 1 

Do not feel safe 1 

Property condition (10 comments) 

Damp / mould / condensation 7 

Condition of the property 1 

External property maintenance 1 

Insulation 1 

Neighbourhood problems (9 comments) 

Anti-social behaviour (dealing with) 3 

Drug related issues 3 

Neighbours - noise, alcohol 1 

People / youths hanging around on streets 1 

Area reputation going downhill 1 

Home improvements (7 comments) 

New kitchen, bathroom 3 

New doors or windows 2 

Quality of refurbishment 1 

General home improvements 1 

Day-to-day repairs (6 comments) 

Outstanding / forgotten repairs 3 

Repairs covered in service level 2 

Ease of reporting repair 1 

Communal areas (3 comments) 

Maintenance of communal areas 1 

Quality of cleaning service 1 

Frequency of cleaning service 1 

Grounds maintenance (2 comments) 

Fences and gates 1 

Rubbish 1 

Customer contact (1 comment) 

Complaints handling 1 

Positive comments (1 comment) 

Feel safe and secure 1 

Total 63 

3.3 Building Safety 

When it comes to SCH keeping communal areas 

clean and safe, 77% of tenants are satisfied, 45% 

‘very satisfied’ and 33% ‘fairly satisfied’, however, 

a fifth (19%) are dissatisfied and a further 3% are 

neither satisfied nor dissatisfied. Satisfaction is a 

little higher (79%) that SCH gives tenants 
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information on building safety and what their 

responsibilities are, although 13% are dissatisfied 

with the information received and 8% are neither 

satisfied nor dissatisfied. 

Figure 3.7: Satisfaction with building safety 

  

Change Over Time 

As these questions were only introduced in the 

previous survey, there is a limited amount of 

trend data available. However, the rating for 

satisfaction that SCH has provided information on 

building safety and tenant responsibilities has 

increased 4% and the rating for communal areas 

being kept clean and safe has increased by 11%. 

Figure 3.8: Satisfaction with information and 
communal areas over time 

  

Building safety/communal area comments 
Tenants who are dissatisfied with either the 

building safety and/or the communal areas were 

asked to explain why. A total of 71 comments 

were received, with communal areas attracting 

20 comments, regarding maintenance of the 

areas and the quality and frequency of the 

cleaning service. Other areas mentioned included 

grounds maintenance and communications and 

information. 

The main subject areas of the comments are 

included below with the full text available in the 

accompanying data files. 

Figure 3.9: Building safety/communal area 
comments 

Communal areas (20 comments) 
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Information on service standards 8 

Communications (in general) 2 

Keep tenants up to date 1 

Safety and security (5 comments) 

Door security in communal areas 3 

Lighting (car park, communal) 1 

Door or window security 1 

Neighbourhood problems (3 comments) 

Area reputation going downhill 1 

Car parking, signage and garage areas 1 

Drug related issues 1 

Day-to-day repairs (3 comments) 

Outstanding / forgotten repairs 1 

Repairs covered in service level 1 

Ease of reporting repair 1 

Property condition (3 comments) 

External property maintenance 3 

Council, other agencies (2 comments) 

Fly-tipping 2 

Home improvements (1 comment) 

New doors or windows 1 

Customer contact (1 comment) 

Return call / email 1 

Other (2 comments) 

General negative comment 1 

Neutral comment 1 

Positive comments (1 comment) 

Generally happy, no problems 1 

Total 71 
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4. Repairs & Maintenance 
The repairs and maintenance service is usually the most important factor in 

determining overall satisfaction with the landlord. This section looks at 

satisfaction with the overall repairs and maintenance service rather than 

responsive repairs and is often lower than ratings for the most recent repair 

as tenants often reflect on previous work and the condition of their home.  
 

  

The latest survey found that just over seven out 

of ten tenants are satisfied with the repairs and 

maintenance service (72%). Almost a quarter of 

tenants are dissatisfied with the repairs and 

maintenance service (23%) and a further 5% are 

neutral when it comes to rating the service.  

Figure 6.1: Satisfaction with the repairs and 
maintenance service  

  

Change Over Time 

Satisfaction with the repairs service has increased 

by 2% since the results of the previous quarters’ 

survey. During the dip surveys satisfaction went 

from 68% in Dec 20 to 73% in Jan 21 and down 

again to 69% in Feb 21. The current level (72%) is 

now above the level in 2018 (65%) and a little 

above that of 2017 (71%). 

Figure 6.2: Satisfaction with the repairs and 
maintenance service over time 

  

 

 

 Neighbourhoods 

There is a great degree of fluctuation in 

satisfaction scores between neighbourhoods. The 

most satisfied are those in CWOOD1 (91%) and 

CWOOD4 (83%) and the least in CWOOD3 (56%). 

Other areas range from 59% to 82% satisfied.  

Figure 6.3: Satisfaction with repairs and 
maintenance by neighbourhood  
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5. Easy to Deal With  
Customer service is a vital area which affects the way tenants feel about 

their landlord, this section examines whether they believe SCH is easy to 

deal with.  

 

Tenants were asked the second new core 

question ‘How satisfied or dissatisfied are you 

that your landlord is easy to deal with?’ Four-

fifths of tenants (81%) are satisfied with how easy 

SCH is to deal with, with far more being ‘very 

satisfied’ (48%) than ‘fairly satisfied’ (33%). 

However, there are 12% of tenants dissatisfied 

with the ease of dealing with SCH and a further 

7% are neither satisfied nor dissatisfied. 

Figure 7.1: How easy SCH is to deal with 

  

Change Over Time 

Satisfaction with the ease of dealing with SCH has 

been showing a steady decline over the previous 

surveys from 84% satisfied in Dec 20 down to the 

Q1 21/22 level of 78%. However, in the recent 

survey, it increased by 1%, following a rise of 2% 

in the previous survey. 

Figure 7.2: How easy SCH is to deal with over time 

  

Neighbourhood 

The tenants who are most satisfied that SCH is 

easy to deal with are those in SOL3 where 94% 

are satisfied, followed by those in CWOOD1 

(91%). Least satisfied are those in SOL1 where 

only 65% of residents are satisfied and 18% are 

dissatisfied. 

Figure 7.3: How easy SCH is to deal with by 

neighbourhood 

  

Comments 

Tenants who are dissatisfied that SCH is easy to 

deal with were asked why and what they thought 

could have been done differently or better.  

A total of 52 comments were received with 20 

related to day-to-day repairs, including areas 

such as completing outstanding or forgotten 

repairs, communications about repair work and 

issues with the contractors. Other areas 

mentioned included customer contract, property 

condition and communications and information. 

Figure 7.4: Easy to deal with comments 

Day-to-day repairs (20 comments) 

Outstanding / forgotten repairs 5 

Communication about repair (before work 
started) 
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Internal communications (repairs) 3 
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Customer contact (12 comments) 

Answering phones 7 

Return call / email 2 

Accessibility / Language barriers 2 

Complaints handling 1 

Property condition (7 comments) 

Condition of the property 1 

External property maintenance 1 

Insulation 1 

Damp / mould / condensation 1 

Internal decoration 1 

Roof repairs 1 

Electrical checks needed 1 

Communications and information (5 comments) 

Communications (in general) 3 

Website and online services 2 

Grounds maintenance (3 comments) 

Paths and driveways 2 

Tree maintenance 1 

Tenant services and management (2 comments) 

Rent issues, arrears, HB 1 

Help with digital shift / get online 1 

Communal areas (1 comment) 

Maintenance of communal areas 1 

Home improvements (1 comment) 

Quality of refurbishment 1 

Other (1 comment) 

No comment/suggestions 1 

Total 52 
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6. Communications 
Over recent years, social landlords have put a lot of time and resources 

into ensuring that they have effective and clear communication channels in 

place with their tenants, and this section examines whether they believe 

SHC listens to its tenants, gives them the opportunity to make their views 

known and satisfaction with the online services provided by SCH.  

 
Tenants were asked two questions in relation to 

communications, whether they feel that SCH 

listens to their views and acts upon them and 

whether SCH gives them the opportunity to make 

their views known. The results are similar, 72% 

and 74% respectively but are lower than some of 

the other measures in the survey. There are 18% 

of tenants dissatisfied with listening to views and 

14% with the opportunity to make views known. 

A number of tenants, however, are neutral on 

this issue (10% and 12% respectively). 

Figure 8.1: Satisfaction with communications 

 

Change Over Time 

Steady improvement can be seen with how SCH 
listens to tenants’ views and acts upon them, 
with a further 3% increase in satisfaction in Q3 
21/22 from the previous survey earlier in the 
year. Satisfaction with tenants’ opportunity to 
make their views known has risen by 4% since the 
previous survey. 

Figure 8.2: Listens to views and opportunity to 

make them known over time 

 

Neighbourhood 

There is a large degree of fluctuation in 

satisfaction scores between neighbourhoods with 

tenants living in SOL3 (94%) the most satisfied 

with how SCH listens to their views and the most 

satisfied with the opportunities to make views 

known (87%).  

Least satisfied with listening to views are those in 

SOL2 (42%) and those least satisfied with the 

opportunities to make views known are tenants 

in CWOOD3 (56%). 

Figure 8.3: Satisfaction with communications by 

neighbourhood 

 

Comments 

Tenants who are dissatisfied with either of the 

communication questions were asked why and 

what SCH could do to improve this. A total of 58 

comments were received with 3 being positive 

and 7 tenants having no comments or 
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suggestions. Of the more negative comments, the 

most frequently mentioned issue relates to 

communications with 4 tenants wanting SCH to 

act on views and give feedback, 4 wanting 

improved communications in general and a 

further 3 wanting SCH to listen to them more 

carefully. Day-to-day repairs attracted 11 

comments and customer contact 7. 

The main subject areas are shown below, and the 

full text of the comments is in the accompanying 

data files, and these provide a good insight as to 

why tenants are not fully satisfied with these 

aspects of service. 

Figure 8.4: Communications comments 

Communications and information (14 comments) 

Act on views and give feedback 4 

Communications (in general) 4 

Listen carefully, take interest 3 

More events, meetings 1 

Consult or inform before acting 1 

Website and online services 1 

Day-to-day repairs (11 comments) 

Outstanding / forgotten repairs 3 

Appointments 2 

Quality of work 2 

Repairs covered in service level 1 

Ease of reporting repair 1 

Communication about repair (before work 
started) 

1 

Contractor 1 

Customer contact (7 comments) 

Return call / email 4 

Answering phones 2 

Call handling 1 

Tenant services and management (4 comments) 

Help for older residents/health issues 2 

Overcrowding 1 

Help with digital shift / get online 1 

Neighbourhood problems (3 comments) 

Anti-social behaviour (dealing with) 1 

Drug related issues 1 

Neighbours - noise, alcohol 1 

Grounds maintenance (2 comments) 

Tree maintenance 1 

Respond to requests 1 

Property condition (2 comments) 

Damp / mould / condensation 2 

Moving (1 comment) 

Need larger property 1 

Other (11 comments) 

No comment/suggestions 7 

General negative comment 2 

Neutral comment 1 

Other 1 

Positive comments (3 comments) 

Generally happy, no problems 2 

Good communications and contactable 1 

Total 58 
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7. Improving services 
Tenant feedback on the services they think their landlord could improve 

upon are invaluable in identifying the perceptions and views of current 

service levels and for considering where resources may need to be 

focused.   

 

When asked what one thing SCH could do to 

improve its services, some 13% left positive 

comments about the service. Perhaps not 

surprisingly, repairs are the most common area 

for comment (19%) and customer contact 

attracted 9% of the comments. Other areas of 

concern are communal areas, property condition 

and grounds maintenance. 

Figure 7.1: Improving services summary 

 

The main suggestions for improvements with 

repairs are the timescales for work and the 

completion of outstanding or forgotten repairs. 

On customer contact, there are 5 tenants who 

would like general improvements to customer 

care and service and a further 5 who would like 

the answering of the phones improved. 

Figure 7.2: Improving services breakdown 

Day-to-day repairs 19% 

Outstanding / forgotten repairs 10 

Timescales to complete repairs 7 

Communication about repair (before work 
started) 

5 

Repairs covered in service level 3 

Quality of work 3 

Appointments 2 

Repairs service generally 2 

Quality checking 1 

Ease of reporting repair 1 

Contractor 1 

Internal communications (repairs) 1 

Customer contact 9% 

Customer care, customer service 5 

Answering phones 5 

Resolving problems 2 

Staff knowledge / turnover 1 

Keep promises 1 

Accessibility / Language barriers 1 

Complaints handling 1 

Return call / email 1 

Communal areas 8% 

Maintenance of communal areas 7 

Quality of cleaning service 3 

Frequency of cleaning service 3 

Rubbish 2 

Lifts 1 

Property condition 7% 

Condition of the property 5 

Damp / mould / condensation 3 

Condition of property at letting 2 

Electrical checks needed 1 

External property maintenance 1 

Regular inspections 1 

Grounds maintenance 6% 

Tree maintenance 3 
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Respond to requests 2 

Fences and gates 2 

Paths and driveways 1 

Signage 1 

Rubbish 1 

Grounds maintenance generally 1 

Home improvements 5% 

New kitchen, bathroom 5 

Property adaptations 2 

Heating system 1 

New doors or windows 1 

General home improvements 1 

Communications and information 5% 

Listen carefully, take interest 2 

Keep tenants up to date 2 

Communications (in general) 1 

More events, meetings 1 

Act on views and give feedback 1 

Consult or inform before acting 1 

Website and online services 1 

Neighbourhood problems 4% 

Anti-social behaviour (dealing with) 3 

Litter, graffiti and vandalism 1 

Drug related issues 1 

Neighbours - noise, alcohol 1 

Level of crime 1 

Car parking, signage and garage areas 1 

Safety and security 4% 

Door security in communal areas 3 

Asbestos 1 

CCTV/cameras needed 1 

Lighting (car park, communal) 1 

Do not feel safe 1 

Door or window security 1 

Tenant services and management 4% 

Overcrowding 2 

Help for older residents/health issues 2 

Move, transfer 1 

Warden service 1 

Enforcement of tenancy agreement 1 

Council, other agencies 3% 

Council refuse collection 2 

CBL system 2 

Fly-tipping 1 

Local area services 1% 

Play areas for children 1 

Moving 1% 

Want different property type - house, 
bungalow 

1 

Other 13% 

No comment/suggestions 21 

Neutral comment 2 

Other 1 

Don’t know 1 

Positive comments 13% 

Generally happy, no problems 23 

Repairs service/workforce 1 

Total 191 
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8. Conclusion 
The results from the recent STAR survey in Q3 21/22 demonstrates good 

satisfaction levels with most services at SCH.  

 

This is the third quarterly survey of the series for 

21/22 and the surveys will be used to track 

satisfaction on key measures over a longer 

period. 

The survey reveals that most measures show 

slightly increased satisfaction from the previous 

survey undertaken in Q2 21/22; overall 

satisfaction (78%) has remained the same. There 

is, however, higher satisfaction for SCH being 

easy to deal with (81%), having a safe and secure 

home (79%) and SCH providing information on 

building safety and responsibility (79%) 

Satisfaction was reduced on only two measures, 

the quality of the home (down 3%) and the safety 

and security of the home (down 4%). As stated 

above, the rating for overall satisfaction has 

remained the same. 

There is some dissatisfaction with services, the 

highest levels found are for the repairs and 

maintenance service (23% dissatisfied), keeping 

communal areas clean and safe (20% 

dissatisfied), listening to views (18% dissatisfied) 

and the quality of the home (17% dissatisfied). 

However, despite this dissatisfaction with some 

specific services, just 14% are dissatisfied with 

the overall services received from SCH.  

Neighbourhood Level 
On the whole, tenants in SOL3, CWOOD4 and 

CWOOD1 are the most satisfied when looking at 

the range of satisfaction measures. CWOOD4 has 

the most satisfied tenants with the overall 

services (92%), and they are also the most 

satisfied with the communal areas being kept 

clean and safe (92%). Those in SOL3 are the most 

satisfied with SCH being easy to deal with (94%), 

SCH listening to their views and acting upon the, 

(94%) and being given opportunities to make 

their views known (87%). CWOOD1 residents are 

most satisfied with SCH providing information on 

building safety and responsibility (89%) and the 

repairs and maintenance service (91%). 

Tenants of KHSW1 are the most satisfied with the 

quality of their homes (88%) and the safety and 

security of their homes (100%). 

Least satisfied overall are tenants in SOL2 (62%), 

and they are also the least satisfied with the 

safety and security of their home, SCH providing 

information on building safety and responsibility 

and that SCH listens to their views and acts upon 

them. 

Tenants’ Comments 
As expected, many of the comments focus on the 

repairs service, with the completion of 

outstanding or forgotten repairs suggested 

alongside better communication surrounding the 

repairs. 

Communications and contact issues also attract a 

number of comments, tenants wanting generally 

better communications, customer services and to 

be listened to better. Safety and security also 

attracted a number of comments, often 

regarding external security. 

Change Since the Previous Survey (Q221/22) 
Satisfaction has mostly increased or remained the 

same for the key measures apart from the quality 

of the home (down 3%) and having a safe and 

secure home (down 4%). 

Figure 8.1 below shows the changes over time 

where the questions match. 
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Figure 8.1: Change in satisfaction over time 
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Appendix 1 – Question set 

Question 
number Question text 

1 Taking everything into account, how satisfied or dissatisfied are you with the 
services provided by SCH? 

2 How satisfied or dissatisfied are you with the overall quality of your home? 

3 Thinking specifically about the building you live in, how satisfied or dissatisfied are 
you that SCH provides a home that is safe and secure? 

3a If you do not feel that your home is safe and secure, please can you explain why and 
suggest what could be improved? 

4 How satisfied or dissatisfied are you that SCH has given you information on building 
safety and what your responsibilities are? 

5 How satisfied or dissatisfied are you that SCH keeps any communal areas associated 
with your home clean and safe? 

6 If you are not satisfied with the info on building safety (Q4) and or the communal 
areas being kept clean and safe (Q5), can you explain why? 

7 Generally, how satisfied, or dissatisfied are you with the way SCH deals with repairs 
and maintenance? 

8 How satisfied or dissatisfied are you that SCH is easy to deal with? 

8a As you were not satisfied with SCH being easy to deal with could you tell me why 
and what you think could have been done differently or better? 

9 How satisfied or dissatisfied are you that SCH listens to your views and acts upon 
them? 

10 How satisfied or dissatisfied are you that SCH gives you the opportunity to make 
your views known? 

11 If you are not satisfied with the way SCH listens to your views (Q9) or gives you the 
opportunity to make yours views known (Q10) can you explain why? 

12 If SCH could do ONE thing to improve its services, what would you like it to be? 

P1 
The results of this survey are confidential. However, would you be happy for us to 
give your responses to SCH with your name attached so that they have better 
information to help them improve services? 

P2 Would you be happy for SCH to contact you to follow up any of the comments or 
issues you have raised? 
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About Acuity 

Acuity Research & Practice provide tenant satisfaction (STAR) survey and 

benchmarking services, helping housing providers to improve services and engage 

with their tenants through an understanding of satisfaction, performance, and 

profiling data.  

We focus on providing information that will inform performance improvement: 

positive outcomes for providers and tenants, not just box-ticking. Our services are 

highly flexible, always carefully tailored to the requirements and budgets of our 

customers. 

We have been providing consultancy services to the social housing sector for over 22 

years. We work in partnership with HouseMark to support the benchmarking 

activities of smaller and specialist housing providers. 
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SOLIHULL COMMUNITY HOUSING 

AUDIT & RISK COMMITTEE 

CHAIR’S REPORT FROM THE MEETING HELD ON 13 DECEMBER 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), David Bell, Jenny 

Fletcher 

In Attendance: Richard Hyde 

Officers present: Fiona Hughes, Sam Gilbert, Kevin Bennett, Karen Cranley, Oliver 
Dodds, Jahnavi Jagadish, Mark Wills, Laura Mobley, Mary Moroney, Barbara 
Griffiths (Minutes)  
 
Apology: Mark Pinnell 
 

Summary of Committee Meeting: 

1. Procurement Improvement Update: We noted that the Procurement staff have 
now moved to join the SMBC Procurement Team.  We reviewed the Procurement 
Service “plan on a page”.  We were advised that Exceptions to the Rules of 
Contract have significantly reduced with only 3 being received in the reporting 
period.  

 
2. Strategic Contract Procurement: 

Following the full Board meeting on 29 November 2021 the report on Strategic 

Partnering Contracts which was considered by this Committee on 11 October 

2021 was circulated to all members and they confirmed via email that they were 

happy to accept the recommendations of the Committee: 

 AGREE for SCH to work with the Council on the new strategic 

partnering organisations with a view to SCH accessing these when the 

contracts are in place.   

 AGREE for SCH to access the Graham contract for the refit of the 

Home Options service subject to confirmation of an acceptable target 

price. 

We noted at our meeting on 13 December that full Board had approved both of 

these recommendations. 
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Since originally considering these recommendations, it has been agreed that both 

contracts will not go out to tender at the same time and there will be a six-month 

break between the contracts being procured.  The Mechanical & Electric contract 

will be first and Laura Mobley from the Procurement Team is contributing to the 

early discussions and will represent SCH interests through the process. Both 

contracts will be open book contracts as opposed to Schedule of Rates.  

Sam reminded members that agreement had previously been sought and given 

to access the Graham’s contract to work on the adaptions required to the 

Housing Options Office subject to sharing the price with Nigel and Richard. The 

target price is currently being worked through. 

3. Risk Management 

We noted that we are in a period of transition between adopting the new risk 

register format and working with the current risk register.  We were asked to 

review the draft new corporate risks and provide any additional comments after 

the meeting.  As Chair of the Committee, I supplied my comments on the draft 

corporate risks after the meeting and these will be incorporated into the revised 

risk register which will be presented to the next Committee meeting. 

Committee members felt that the new risk register feels more succinct with 

clearer accountability for officers to take forward risks.  

4. Monitoring Report of Internal Audit Work 2021/22 

We reviewed the Internal Audit Plan and progress, noting that there had been a 

couple of changes, these being the Rentsense audit has been pushed back to 

2022/23 due to delay in implementing the software and the need to allow time 

using it before carrying out the review.  The Asset Management review has also 

been deferred to allow time for the improvement plan to be implemented. Due to 

the delays in implementing the Oracle Cloud the team will no longer be 

undertaking two financial reviews but will carry out one.  

We noted that the Executive Leadership Team will look at the information in 

relation to the PDRF report which achieved a level 3 assurance rating and have 

agreed to take forward the recommendations.  The leasehold debt review will be 

brought back to the Committee when it is finalised. 
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We were pleased to note that two recent audits of Right to Buy and Complaints 
both achieved level 2 assurance. 

5. Response to the Internal Audit of Housing Repairs 

We noted the progress with addressing the recommendation in the audit report 

and that there are no significant concerns with outstanding actions. 

6. Response to the Internal Audit of Contract Management 
 

We noted that the majority of the recommendation had been completed or were 

due to be completed by the end of December 2021 and two further 

recommendations due to be implemented in January 2022. There are no 

significant concerns with outstanding actions. 

7. Response to the Internal Audit of PDR’s 
 

We noted that the Audit Report recognised the improvements made since the  
previous audit. There is still work to be done to improve recording of training  
requirements for staff and consistency in recording information about  
performance and behaviours.  We also recognise the need to document more  
discussions around wellbeing particularly in line with hybrid working.  

 
. 

Nigel Page 

Chair of Audit & Risk Committee  

21 January 2022 

Page 223



This page is intentionally left blank



Document is Restricted

Page 225

Agenda Item 14



This page is intentionally left blank



 

SOLIHULL COMMUNITY HOUSING 

BOARD MEETING: 14 FEBRUARY 2022 
 

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

 

Data Health Check Overview 

 
1. Report Overview 

 
SCH recognises the need to review, understand and modify the corporate 
approach to data and reporting across the organisation in order to accelerate a 
level of maturity and robustness in existing ways of working. One of the 
fundamental aims is to also drive user engagement with performance 
management information. 
 
In a sector-wide context, there are clear expectations being placed upon housing 
providers to continuously improve service delivery for customers, which includes 
key areas such as experience and safety. The achievement of high performance 
is built upon multiple foundations, of which data and insight are one. Data 
improvement is a key feature of the draft 2022/23 Delivery Plan, highlighted 
below: 
 
“Improving Data and Systems Across the Organisation: 
 

 Implement and embed a data strategy. 

 Continue to corporately strengthen SCH data capability through the 
implementation of a dedicated Business Intelligence Team. 

 Implement key recommendations from externally led data health check to 
ensure SCH has an accurate and compliant data baseline. 

 Continue to comprehensively roll out Power BI across SCH to deliver a single 
view platform for management information. 

 Carry out quality assurance reviews by service priority, across the 
organisation.” 

 
This report provides Board with a key update on progress to understanding the 
SCH data and reporting position, including key observations and 
recommendations. 
 

2. Initial SCH Approach  
 
Work has already commenced on strengthening a number of key areas across 
the business to make improvements to data, reporting and user engagement, 
including: 
 
i. High level - draft data strategy has been completed to provide an overarching 
guiding vision for SCH. This has not yet been formally approved/rolled out. 
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ii. Operationally – work has been undertaken to review KPIs, reporting 
requirements, and reporting methodology. 

 
iii. Foundations – pilot work (Asset Management priority) has been carried out, 
ahead of the new Delivery Plan, introducing Power BI into SCH to ‘dovetail’ into 
the new Office 365 environment and transition to a single and consistent 
dynamic reporting platform.  
 
In November 2021, SCH mobilised a ‘data health check’ with HouseMark, led by 
Jonathan Cox, Director of Data, to provide assurance on the existing approach 
and introduce further recommendations. This was completed through our 
ongoing organisation subscription. High level findings were presented to ELT on 
11 January 2022 and are summarised in sections four and five, below. A copy of 
the full report is attached as appendix A. 

 
3. Recommendation – Items for Noting/Approvals 

 

 Board is asked to NOTE the content of this report and that ELT is 
progressing the short-term recommendations arising from it, whilst seeking 
to strengthen the organisation’s business intelligence capacity. 

 
4. HouseMark Data Health Check 

 
The HouseMark health check assesses current and emerging practice within an 
organisation against eight key pillars of data maturity. These have been applied to 
SCH and are highlighted below: 

 

 Corporate objectives and strategy 

 KPI design 

 Golden thread 

 Target and budget setting 

 Reporting and accountability 

 Dashboard and report design 

 Data quality and streamlined systems 

 Data-driven culture 
 

Against each of the HouseMark pillars above, SCH has also been assigned a 
‘status’ against a maturity scale: 
 

 Unaware – little or no awareness within the organisation of this development area 

 Emerging – growing awareness in the organisation that this is an area for 
improvement  

 Learning – the organisation has already embarked on an improvement journey 

 Developing – good maturity in this area with some room for improvement  

 Mastering – high maturity in this area  
 
5. Assessment Highlights 
 

Against the pillars and assessment criteria set out above, a number of observations 
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were captured that provide insight into existing practice across SCH. 
 
Whilst the draft 2022/23 Delivery Plan sets out a broad direction of travel, the findings 
of the HouseMark review link into these plans and provide a clear steer on short, 
medium and longer term activity. 

  
Table 1 - examples of key observations made by HouseMark 
 

Area of Focus                                            Comments Status 

KPI design There is no formal process for selecting and designing 
key performance indicators, although in practice this 
appears to work reasonably well at SCH. 
KPI definitions are consistently documented and well 
understood within the business. 
 
KPIs are proposed by the central team in discussion 
with directors/heads of service, then approved by the 
Board. 
 

Learning 

Golden thread Performance management within teams largely 
happens in silos with relatively little visibility. 
 

Developing 

Targets and 
budget setting 
 

Budgets do not systematically form part of these target 
setting discussions, so value-for-money is hard to 
evidence. 
 
HouseMark analysis suggests some of the targets are 
likely to be unachievable for an organisation of SCH’s 
profile. 
 

Developing 

Data-driven 
culture 
 

Whilst there is commitment to making better use of 
data at both Executive and Board level, there are also 
some cultural headwinds to embedding a data-driven 
culture. 
 

Emerging 

Corporate 
objectives and 
strategy 
 

Overall, key performance indicators included in 
Executive and Board reports broadly reflect the 
corporate strategy. 
In the assessment there remains the risk of ‘KPI creep’ 
– i.e., of progressively more indicators being added to 
Board and Executive reports. Generally, ‘KPI creep’ is 
observed where underlying issues around 
transparency, trust and data literacy exist at Board 
and/or Executive level. 
 

Learning 

 
 
6. Key Recommendations 
 

The Executive Leadership Team is aware of pre-existing requirements to strengthen 
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data, reporting capability and capacity across the organisation. The findings 
highlighted by HouseMark provide a good steer and springboard to move forward. 
 
Key recommendations from the report are highlighted below. These will be the subject 
of an action plan, to be monitored by the Leadership Team. 
 
Short term recommendations: 

 

 Draft a three-year data and business intelligence strategy with clear milestones. 

 Draft and approve a formal performance reporting framework (PRF) document that 
sets out how KPIs and targets are selected, who receives what performance 
information when, and how data quality is assured on an ongoing basis (even if 
aspirational at this stage). 

 Consider prioritising an end-to-end audit of repairs performance data. This will 
require looking at how data is logged, how it is treated by the system, and how the 
scripts are written. 

 
Medium Term recommendations: 

 

 Develop a dashboard hierarchy that provides executives with a drill down from 
headline KPIs to management dashboards. 

 Consider increasing internal skills and resources in writing scripts for Insight and 
carrying out rolling data quality audits. 

 Phase out manual spreadsheets and build an understanding that the data on Open 
Housing represents the single version of the truth. If manual amends are required, 
systematise these manual amends insofar as is possible. Accept when data is 
‘good enough’. 

 
Longer term recommendations: 

 

 Review data capture forms (starting with high priority areas such as lettings) to 
ensure fields are streamlined and as straightforward as possible to complete. Build 
guidance on how to complete forms for new staff. Appoint ‘data champions’ to help 
embed consistently accurate data capture. 

 Consider investing in a reporting solution (for example Power BI) that enables real 
time information from across the business to be accessible at all levels (data 
accuracy issues should ideally be tackled first). 

 
7. Conclusions 
 

The Executive Leadership Team is explicitly clear that data, insight and wider reporting 
are fundamental and imperative priorities to accelerate across the business. This focus 
aims to improve baseline data accuracy and auditability, provide the organisation 
(including Board, Committees and the Council) with the best and most reliable view of 
performance. 
 
Building on the internal requirements, the pressing changes across the sector demand 
best practice and preparedness for emerging regulation and sector change.  
 
Culturally, SCH needs to make progress around a performance-driven culture that has 
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trust in management information, can engage with, understand and interrogate reports 
to apply operationally and fundamentally have a single place (as far as is practicable) 
to access its performance data. 
 

 
REPORT AUTHOR: Martyn Sargeant 

     Executive Director of Customer Service Transformation 
      and Business Support 
      martyn.sargeant@solihull.gov.uk 
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1. Introduction 
 
Solihull Community Housing (SCH) has commissioned Housemark to carry out high-level 
data health check that covers all business operations. 
 
A Housemark health check assesses current and emerging practice within the 
organisation against our eight key pillars of data maturity: 

 
• Corporate objectives and strategy 
• KPI design 
• Golden thread 
• Target and budget setting 
• Reporting and accountability 
• Dashboard and report design 
• Data quality and streamlined systems 
• Data-driven culture 

SCH has been assessed against each pillar using a five-point data maturity scale: 
 
• Unaware – little or no awareness within the organisation of this development area 
• Emerging – growing awareness in the organisation that this is an area for improvement  
• Learning – the organisation has already embarked on an improvement journey 
• Developing – good maturity in this area with some room for improvement  
• Mastering – high maturity in this area  

This assessment is designed to help SCH build a roadmap to data maturity, with 
recommendations split between short-term quick wins, medium-term and long-term 
projects. 

Our assessment was carried out in two stages. A desktop review of key documentation 
provided by SCH (including but not limited to KPI reports, reporting system exports, 
system maps and existing data strategy documents) followed by a series of interviews 
with key staff members. Housemark interviewed six staff at SCH as part of this review. 

It should be noted that this is a high-level assessment only and any recommendations or 
assurances provided around issues such as data quality should be considered as 
indicative only. 

The findings in this report are confidential to SCH and subject to all the terms of the 
membership agreement with Housemark. 
 
The report is authored by Jonathan Cox, Director of Data. 
 
For further information, email: data@housemark.co.uk or telephone the Housemark       data 
helpline on 024 7647 2707. 
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2. Assessment 
 

 
Criteria 
 

 
Assessment 

 
Maturity rating 

 
Corporate objectives 
and strategy 

 
Overall, key performance indicators included in executive and board reports broadly reflect 
the corporate strategy. 
 
Based on limited evidence gathered as part of this review, the board is involved in selecting 
key performance indicators. However, until recently headline KPI reports included 31 
indicators, which is generally considered to be too many. Furthermore, there was overlap 
between some indicators, with a number being ‘legacy’ indicators that had been in the 
report for many years without review. 
 
Earlier in 2021, SCH commissioned Housemark to review the KPIs reported to board, and a 
shorter more targeted suite has been produced. 
 
In our assessment there remains the risk of ‘KPI creep’ – i.e., of progressively more indicators 
being added to board and executive reports. Generally, ‘KPI creep’ is observed where 
underlying issues around transparency, trust and data literacy exist at board and/ or 
executive level. 
 
These issues are rarely resolved by supplying additional indicators in KPI reports. A better 
solution for ‘data hungry’ boards is to allow them to drill into management scorecards where 
they wish to understand some of the drivers behind performance. This of course requires 
that such management scorecards exist and are accessible (see golden thread). 
 
No formal document exists that sets out the Performance Reporting Framework (PRF) at 
SCH. Formalising the framework at SCH would clarify how indicators are selected and who 
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they are reported to and when. It would also clarify how targets and budgets are set and 
cascaded through the business. 
 

 
KPI design 

 
There is no formal process for selecting and designing key performance indicators, although 
in practice this appears to work reasonably well at SCH. 
 
KPI definitions are consistently documented and well understood within the business. 
 
KPIs are proposed by the central team in discussion with directors / heads of service then 
approved by the board. 
 
However, at a head of service level there still appears to be some unhappiness with some of 
the KPIs selected. Whilst some heads of service are broadly happy and report more 
involvement this year, others advise that the KPIs reported do not accurately reflect 
performance and in some cases act as perverse incentives. 
 
A formalised document (a PRF) which sets out clearly how KPIs are selected would help 
build consensus around KPIs throughout the business. 
 

 
Learning 

 
Golden thread 

 
Below the executive level KPIs, most management information is available to heads of 
service through Insight via Open Housing. 
 
Whilst most heads of service are broadly happy with the management information available 
to them, this is rarely shared outside of their immediate team in a way that helps the rest of 
the organisation understand performance. 
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As such, performance management within teams largely happens in silos with relatively little 
visibility. 
 
Heads of service do set performance measures and targets for all direct reports which have 
overall links to the headline KPIs, so the golden thread exists in practice, but executives have 
little formalised visibility of this. 
 

 
Target and budget 
setting 

 
Targets are proposed by the executive team and approved by the board. This process 
works relatively well. 
 
However, there is some feeling amongst heads of service that targets are too tough and 
often based on improving year-on-year, or on crude benchmarks that do not take into 
account local context. 
 
Budgets do not systematically form part of these target setting discussions, so value-for-
money is hard to evidence. 
 
Tolerances are set by the Performance Improvement Officer taking a pragmatic approach. 
 
Housemark analysis suggests some of the targets are likely to be unachievable for an 
organisation of SCH’s profile. 
 

 
Learning 

 
Reporting and 
accountability 

 
No formal document exists which sets out when and to whom performance information is 
provided, although board and executive timeframes are informally well understood. 
 
Primarily, producing performance reports is the sole responsibility of the Performance 
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Improvement Officer who sources the information from a range of sources, but mostly Open 
Housing / Insight. For a number of KPIs there is however heavy reliance on front-line 
managers – and manual amends are common. 
 
The owner of each KPI is clearly detailed in the KPI definition document and is well 
understood within the business. 
 
Amongst heads of service there is a good understanding of their departmental KPIs. All 
heads of service spoken to were clear on which corporate KPIs applied to them and the 
definition for calculating it. 
 

 
Dashboard and report 
design 

 
The executive and board KPI report has recently been redesigned by Housemark using best 
practice in data visualisation.  
 
Management reports that sit underneath are largely functional and not designed for scrutiny 
by someone not familiar with the reports. 
 
A gap therefore exists within the reporting panoply for management level dashboards that 
can be scrutinised by directors and heads of service in different teams. 
 
Some progress has been made towards addressing this, with investment in PowerBI as a 
reporting solution that in the fullness of time will enable real-time reporting as well as drill-
through from executive level KPIs to management information. 
 

 
Learning 

 
Data quality and 
streamlined systems 

 
Most management data is collected and reported via Open Housing. 
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The exceptions to this are: 
 

• Satisfaction data is supplied by contractor Acuity 
• Homelessness data is held in a spreadsheet or accessed through Jigsaw reports 
• Well-being data held in manual logs 
• Complaints data is held in a manual log as Insights deemed inaccurate 
• HR data is supplied by the council. 

 
Housemark is satisfied that data quality is likely to be reliable in the following areas: 
 

• Satisfaction 
• Complaints 
• HR 

 
Income management data is subject to manual amends prior to inclusion in the KPI report, 
but Housemark is satisfied that these manual amends are likely to be necessary and done 
largely accurately. 
 
Estates cleaning and inspections data is generally accurate as per the system but in 
practice a lot more inspections ‘fail’ but are logged as ‘passes’ because the contractor 
rectified there and then. Heads of service in this area have a good grasp of actual 
performance but believe the KPIs reported are driving the wrong behaviours. Housemark’s 
assessment is that that KPI figures in this area are not enabling good governance of this 
function. 
 
Homelessness data is subject to manual input error but is likely accurate enough for 
governance purposes. 
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Building safety data is largely accurate following significant focus on improving reports. 
There remains some concern for properties duplicated or unaccounted for, but for 
properties picked up by the system (the vast majority) the data is largely robust. A fix to 
address the issue of duplicates is already under development by Capita. 
 
Repairs data is primarily reported as per the system and this is checked by service 
managers on a monthly basis. Some of the figures reported are high in comparison with the 
sector and this may represent a data quality issue. Potential causes of this could be down to 
historical reporting scripts that require review or how the data is entered onto the system 
by frontline repairs staff. Pilot work is being carried out on developing a new dashboard for 
the repairs service which will assist in accessing timely information that can be more 
regularly reviewed. 
 
Voids and lettings data is likely to be broadly accurate from a governance perspective but is 
subject to significant manual amends. These amends are likely to be applied inconsistently 
and lead to differing figures reported in various places, potentially harming perception of 
data quality. 
 
Further issues under this heading include: 
 

• Insight reports are often slow to update, so the justification for manual amends is in 
many cases to bring the information up to date. 

• SCH does not possess the skills in-house to write new reporting scripts for Insight, 
nor interrogate the script logic. SCH is reliant on the central IT team at SMBC to write 
reports, and often there can be delays in getting new reports specified and delivered. 

• Many teams currently operate manual logs in parallel to Open Housing due to 
mistrust of the data. 

• There is no rolling audit programme for performance indicators. 
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Data-driven culture 

 
Whilst there is commitment to making better use of data at both executive and board level, 
there appear to be some cultural headwinds to embedding a data-driven culture. 
 
Only a limited number of staff were interviewed as part of this process and their views may 
not be representative of the wider organisation. However, they do highlight some potential 
cultural issues for SCH to tackle: 
 

1) There appears to be some evidence of front-line staff (particularly well-established 
staff) logging things in certain ways to ensure that targets are met. 

2) It is possible some Insight report specifications have been designed to present a 
favourable picture. 

3) There is limited guidance on how to log data accurately, and some evidence of 
unnecessary fields (or fields that are perceived to be unnecessary) resulting in them 
being poorly populated. 

4) Some of the staff interviewed feel that teams operate in silos and there is little cross-
departmental tactical thinking – may be worth exploring further. 

5) Some of the staff interviewed felt that despite problems being well-known, the pace 
of change is slow. 
 

 
Emerging 
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3. Recommendations 

Based on our high-level assessment, our recommendations are split into short, medium 
and long-term. 

3.1 Short-term recommendations: 
 

• Draft a three-year Data and BI strategy with clear milestones. 
• Draft and approve a formal Performance Reporting Framework (PRF) document that 

sets out how KPIs and targets are selected, who receives what performance 
information when, and how data quality is assured on an ongoing basis (even if 
aspirational at this stage). 

• Consider prioritising an end-to-end audit of repairs performance data. This will 
require looking at how data is logged, how it is treated by the system, and how the 
scripts are written. 

3.2 Medium-term recommendations: 
 

• Consider budgets and tolerances alongside targets in the next annual target-setting 
process. Use benchmarking data intelligently – national averages may not always be 
appropriate. 

• Develop a dashboard hierarchy that provides executives with a drill down from 
headline KPIs to management dashboards. 

• Work with each head of service to build buy-in for top-level KPIs and help them 
develop supporting management measures that they believe will drive the right 
behaviours. 

• Consider increasing internal skills and resources in writing scripts for Insight and 
carrying out rolling data quality audits. 

• Phase out manual spreadsheets and build an understanding that the data on Open 
Housing represents the single version of the truth. If manual amends are required, 
systematise these manual amends insofar as is possible. Accept when data is ‘good 
enough’. 

• Continue to roll-out PowerBI to enable real time information from across the business 
to be accessible at all levels (data accuracy issues should ideally be tackled first). 

3.3 Longer-term recommendations: 
 

• Review data capture forms (starting with high priority areas such as lettings) to 
ensure fields are streamlined and as straightforward as possible to complete. Build 
guidance on how to complete forms for new staff. Appoint ‘data champions’ to help 
embed consistently accurate data capture. 

• Work towards transforming the culture of the organisation so that individuals feel 
empowered and encouraged to surface ‘bad news’ so that issues can be addressed 
promptly. 
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Full Board 

Forward Plan 

 

 

Tuesday 14 February 2022    

  Chair’s Report from Audit and Risk Committee Meeting held 
on 13 December 2021 

Nigel Page 

  Quarter 3 2021/22 Performance Exception Report Martyn 
Sargeant 

  Quarter 3 2021/22 Health and Safety Report Mark Wills 

  Quarter 3 2021/22 Financial Monitoring Sam Gilbert 

  Delivery Plan /KPI’s Martyn 
Sargeant              

  Business Case for Workflow Implementation Martyn 
Sargeant 

  Asset Management Improvement Plan – 6 Month Review Fiona Hughes 

 

Tuesday 3 May 2022    

  Chair’s Report from Audit and Risk Committee Meeting on 7 
March 2022 

Nigel Page 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting on 4 April 2022 

Jenny Fletcher 

  Chair’s Report from Housing Operations Committee Meeting 
on 21 February 2022 

Chris Williams 

  Quarter 4 2021/22 Performance Exception Report Martyn 
Sargeant  

  Quarter 4 2021/22 Health and Safety Report Mark Wills 

  Asset Management Strategy Mark Pinnell 

  Kingshurst Village Centre – Build Contract Fiona Hughes 

    

 

Monday 25 July 2022    

  Quarter 1 2022/23 Performance Exception Report Martyn 
Sargeant 

  Quarter 1 2022/23 Health and Safety Report Mark Wills 

  Quarter 4 2021/22 and Quarter 1 2022/23 Financial 
Monitoring 

Sam Gilbert 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting on 11 July 2022 

Jenny Fletcher 

  Chair’s Report from Housing Operations Committee Meeting 
on 23 May 2022 

Chris Williams 

  Chair’s Report from Audit and Risk Committee Meeting on 20 
June 2022 (including sign off of Statutory Accounts) 

Nigel Page 

    

 

Tuesday 8 November 2022   

  Quarter 2 2022/23 Performance Exception Report Martyn 
Sargeant 

Date produced – 25 January 2022  
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  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 on 10 
October 2022 

Nigel Page 

  Chair’s Report from Human Resources, Equalities and 
Remuneration Committee Meeting on 17 October 2022 

Jenny Fletcher 

  Chair’s Report from Housing Operations Committee Meeting 
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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