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SOLIHULL COMMUNITY HOUSING BOARD MEETING – 14 FEBRUARY 2022 

 

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

Chris Williams, April Halpin, Louise Tubbs, Dave Pinwell 
 

Officers: Fiona Hughes, Kevin Bennett (Virtual for item 10), Surjit Balu, Martyn 
Sargeant, Samantha Gilbert, Alison McGrory, Mary Moroney, Mark 
Wills (Virtual), Becci Youlden, Mike Brymer, Jatinder Matharu, Andy 
Duke, Barbara Griffiths (Minutes) 
 
 
  

  
1. CHAIR'S WELCOME AND INTRODUCTION  

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

2. APOLOGIES FOR ABSENCE  
 
Apologies were received for Mark Pinnell and Mary Morrissey.  
 

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

4. MINUTES OF THE MEETING HELD 29 NOVEMBER 2021  
 
The minutes were approved as a true and accurate record. 
 
DECISION THE BOARD  
 

(i) APPROVED the minutes of the meeting held on 29 November 2021 
 

5. ACTION LOG  
 
The Action log was noted.   
   

DECISION  

(i) NOTED the action log 

 
6. CHIEF EXCUTIVE’S UPDATE 

 
Fiona Hughes congratulated the Customer Engagement team for the innovative 
approach to involvement, acknowledging that the approach to engagement has 
improved with the investment over the last two years.  Some other good news 
to share is our success in obtaining funding for low performing properties 
through energy wise.  
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There are three sections in the report which will be discussed in more detail 
under different items on the agenda, those being the update for the Asset 
Management review, Health and Safety report including a revision of the 
Governance arrangements and the report on Workflow. 
 
In terms of the Executive team, Board will be aware of the interim appointment 
of Martyn Sargeant who replaces Kevin Bennett for a period of six months.  
 
Section 7 of the report sets out the progress against the sprinkler installation 
and the procurement process for replacement of the spandrel panels. Board will 
remember that we revised the specification of sprinklers and those being 
installed are of a higher specification in line with the building safety standard.  
 
Fiona drew members’ attention to the information contained within section 10 of 
the report in terms of the Asset Management Strategy, work commenced a year 
ago to obtain better information on the performance of our stock and develop a 
long-term strategy. A joint meeting is due to be held with the Council and a 
paper will be going to the Housing Operations Committee next week.  
 
Fiona advised the Board members that herself and Sam had been to a meeting 
of Council’s Cabinet to report on the budget and capital programme and was 
pleased to advise that this had been approved. She also reported that the 
Cabinet have approved the roll forward of the 5-year management agreement 
which will take us to 2026/27. 
 
Reference was made to the number of disrepair claims set out in section 12 of 
the report, a paper will be presented to the Housing Operations Committee in 
due course. Good progress is being made on the furniture programme and the 
QMB report was well received particularly as there were improvements to KPI 
performance. 
 
Finally, Fiona drew members’ attention to the information contained within 
section 16 of the report in terms of the proposal to remunerate all Board 
members. The Council’s Cabinet approved the proposal for independent and 
tenant Board members. How Council nominees are remunerated will be 
referred to the Council’s Governance Committee.  As a result of this, a report is 
going to be submitted to the next Human Resources, Equalities and 
Remuneration Committee in terms of how we move forward with both 
remuneration and the recruitment to fill the two independent Board member 
vacancies.  
 
Nigel confirmed he was content with the responses to his questions; Jenny will 
discuss her questions offline due to technical issues.  David commented that 
there is work to be done in terms of damp and mould and re-education of 
tenants.  Mike agreed that more needs to be done in this area following a 
review by the Housing Ombudsman around how landlords respond to damp 
and mould reports. It is likely that Decent Homes 2 will also have some new 
standards around damp and mould. 
 
David asked who decides on length of time that Board members can serve. 
Fiona confirmed that we agreed to broadly follow the National Housing 
Federation Code of Governance which recommends a maximum length of 
service of 6 years, but essentially it is for the Board to decide.  
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DECISION 
 
(i) NOTED  the content of the report 

 

7. SCH ASSET MANAGEMENT SERVICE – ASSET MANAGEMENT REVIEW  

This report is confidential and the minutes will be recorded in the confidential 
section of the minutes. 

                   

8. 8.   HEALTH AND SAFETY QUARTERLY REPORT – QUARTER 3 (OCT-DEC) 

Mark Wills introduced the report detailing the request for Board to approve      
appendix 3. Mark drew members’ attention to the usual information contained 
within Section 4 setting out the normal legislative guidance updates. Section 7 
outlines the Building Safety Bill Update which continues to make its way through 
Parliament. Page 75 of the pack includes a useful document from Barbour setting 
out the building safety roundup. The Home Standard duty and our compliance 
with that is set out at Appendix 2.  
 
The item for approval Governance arrangements for Health and Safety is set out 
in the flow chart included at Page 93 of the pack. This sets out the proposals for 
strengthening the Governance arrangements and a paper has been prepared for 
the Executive Leadership Team (ELT).  Mark advised members that the revised 
approach will be split into Occupational Health and Safety around staff/ office 
safety and then Building and Resident Safety.  The proposal will commence from 
1 April 2022 subject to approval. Page 93 sets out the summary of Governance 
arrangements for health and safety going forward; Alison McGrory and Gabrielle 
Whitehouse from the Council have had oversight of this as part of the Health and 
Safety Group.    
 
The usual performance data is included in the pack at Page 95 and sets out 
quarter 3 performance, there have been a total of 28 incidents, a slight increase 
from the previous quarter of 22. There has been an increase in the number of 
abusive incidents recorded against staff, this could be due to an increased 
awareness of the need for staff to report these incidents.  
 
Board members were disappointed to see the increase in incidents of staff being 
abused by customers and asked for clarification on whether staff receive 
adequate training on how to defuse incidents. They were concerned that over 
time prolonged exposure to this could have an impact on the mental health of 
staff.  Surjit explained that teams who are particularly susceptible to these types 
of incidents receive conflict management training and core resilience training 
which deals with strategies for coping with this.  SCH also support staff in terms 
of taking formal action against the perpetrator if this is seen to be a proportionate 
response.  
 
Due to the number of slips in communal areas following cleaning it was agreed 
that Surjit Balu and Becci Youlden will work together to involve the block 
advocates to carry out on site checks and obtain more detail.  
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         DECISION 

(i) NOTED the contents of this report 

(ii) NOTED Appendix 1 – Building Safety Legislative Round Up 

(iii) NOTED Appendix 2 - Report on SCH Compliance with the Home 

Standard Duty 

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

Safety Governance 

(v) NOTED Appendix 4 - Accident/Incident Reporting Analysis Q3 

2021/22 

 

Mark left the meeting at 6.42pm 
 

9.    DRAFT DELVIERY PLAN OVERVIEW  

Fiona Hughes introduced the report commenting that this is the second draft 
presented to Board for their approval and has been sent out to several different 
bodies and partners for comment. The report sets out the recommendations, and 
details specific amendments requested. The Foreword is also included in this 
draft.  The next step, subject to approval, is that the final copy is presented to the 
Council’s Scrutiny Committee on 8 March and then the Cabinet on 7 April 2022.  

It was recognised that previous recommendations for redrafting by Board 
members had been taken on board, with further promises being made to reword 
the document to make it less formal. There was some discussion around HO3 in 
that the new measure seems to focus on families in budget hotels only which is 
important but it is useful to understand how long all households with or without 
children are remaining in budget hotels. There were concerns that the measure 
will miss opportunities to improve the situation for single person households.  
Surjit Balu explained that locally the indicators are measured separately, the data 
is not lost and we can still track and report on the various different households. 
Chris asked where that data will be seen and reported, Surjit confirmed that this 
information will be in the normal performance reports considered at Housing 
Operations Committee.  

It was requested that ES1 is reported as a number rather than a percentage given 
the small number of properties that fall into this category. Reporting by 
percentage could skew the figures. It was agreed that this will be changed to 
report on number of properties. 

The Chair of the Board wanted to pass on his thanks and appreciation for the 
hard work that goes into producing the document.   

DECISION 

i. APPROVED  the SCH Delivery Plan 2022-2023. 
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ii. NOTED  that it will be presented to Economic Development and 
Managed Growth Scrutiny Board on 8 March 2022 and Cabinet on 7 
April 2022 

 
10. OUTLINE BUSINESS CASE FOR A WORKFLOW MANAGEMENT SOLUTION  

 
This report was considered under the confidential section of the meeting so will 
appear in the confidential minutes.  
 
 

11.  REVENUE & CAPITAL FINANCIAL MONITORING AND FORECAST 2021/22 – 
DECEMBER 2021 (QTR 3) 
 

Sam Gilbert introduced the report which takes account of the financial monitoring 
for Quarter 3. Sam advised that there was good news in that the accounts for 
period 10 looks like there will be small underspend and the trajectory is expected 
to improve.  
 
Sam drew the Board’s attention to section 6 highlighting the position with 
reserves, and the associated information contained within Appendix 1.  
 
9.1 of the report sets out the approval required in terms of fees and charges. 
Sam reminded the Board that they have delegated approval to agree smaller 
charges. There are 10 legacy customers receiving a service from the Wellbeing 
Team who are currently paying less than newer service users. The 
recommendation is to continue to provide the service without the need to 
increase the charge.   The other item for approval is the agreement to rent a room 
out; there are currently two available rooms for rent within Saxon Court, one is 
used by the hairdresser, and it is proposed to allow use of the second room to a 
Physiotherapist at the same daily rental charge.  
 
Regarding the replacement Housing Options accommodation, Board members 
will recall that we looked to contain costs of the relocation within a budget of 
£700k. Delegated authority was given to Chair of the Audit and Risk Committee 
and Chair of the Board to oversee the spend and what that would look like.  Sam 
advised the meeting that the lease has not yet been signed and the dilapidation 
costs of the current unit are estimated to be £175k, the negotiation of the new 
lease is linked to the dilapidation costs.  The most recent estimate of refit costs 
for the new units is £875k which has increased and therefore we are coming back 
to the Board for agreement to increase the total use of reserves. The contractor 
Grahams are due to come back to the Council with a guaranteed cost by the end 
of March. 
 
Approval is being sought to increase the committed use of reserves to £1.05 
million. 
 
Fiona advised the meeting that Cabinet approval for HRA and Rents will become 
an effective decision from this week and SCH have been invited to present 
budgets to Economy and Infrastructure explaining the differences.  
 
There was discussion about the increased use of the reserves for the Housing 
Options Office and Nigel advised that he was not comfortable with the delegated 
powers to authorise such an increase in costs, without the opportunity for other 
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Board members to consider the proposals. Others felt that it seemed like a lot of 
money for what was essentially a refit.  Sam reiterated the fact that the lease had 
not yet been agreed so the Board were still able to influence the decision. The 
current arrangements tie in to expire at the same time as the Council’s lease on 
the Bluebell Centre. Chris asked whether Sam was recommending the use of 
£1m+ of reserves, Sam commented that if it is the view of Surjit that this will meet 
the needs of the service users and staff.   Surjit commented that we have 
committed to a face-to-face interaction with our customers accessing this service 
particularly those needing support due to domestic violence or crisis approaches.  
Surjit was asked to quantify at what figure would he no longer support pressing 
ahead with this site.  Surjit felt that at £950k-£1m he would still be supportive.  
 
Board members expressed their concern that the Council premises currently at 
Bluebell are under-utilised with only 30% usage by the Council and asked 
whether we should re-consider that as an option. There were also concerns 
about the longevity of the investment with the regeneration of the shopping centre 
being considered. Alison McGrory commented that she would like to further 
understand the other options which were considered. 
 
Fiona confirmed that we can revisit those proposals and prepare a report for 
Board although a special virtual Board meeting to discuss would have to be 
called as the decision could not wait until the next Board meeting.  
 
DECISION 
 

(i) NOTED the forecast revenue overspend of £79,000 to the year end for 
the current financial year 2021/22. 
 

(ii) NOTED that the tariff increase approved by Housing Operations 
Committee in May 2021 was implemented on 1 January 2022. 
 

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

 
(iv)  NOT AGREED 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 - A virtual 
meeting is required to consider other options before a 
decision can be made.  

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

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

 
 

12.   PERFORMANCE EXCEPTION REPORT  
 
Becci Youlden introduced the report on performance against KPI’s at the end of 
Quarter 3, exception reporting. Becci confirmed that of the 29 KPI’s 7 were red 

Page 10



SOLIHULL COMMUNITY HOUSING BOARD MEETING – 14 FEBRUARY 2022 

 

having missed the target, Appendix A details the narrative and action taken to 
improve performance.  
 
Becci drew members’ attention to indicator HO5, this indicator has sat in the 
red zone for some time but has now moved into Green (on target with a 10% 
improvement on this time last year.  
 
The STAR Tracker survey taking account of overall satisfaction was reported at 
78% which is in line with Qtr. 1 and Qtr. 2 but slightly down on last year, this is 
indicative of the national trend for satisfaction levels.  Becci drew members’ 
attention to the information contained within Appendix B which details the full 
STAR survey report. 
 
Dave asked for the rationale for including properties identified for demolition in 
the rent loss due to void figures. Fiona explained that HouseMark set out the 
methodology used to reach this figure and we must include those properties in 
order to be able to accurately benchmark with other providers.   We do however 
continue to calculate the figure without those for our own information.  
 
DECISION 
 

 
(i) NOTED  The overall performance outturn and the 

commentary, listed in Appendix A, on those KPIs where targets have 
not been met. 

 
 

13.    AUDIT AND RISK COMMITTEE CHAIR’S REPORT FOR THE MEETING HELD    
ON 13 DECEMBER 2021  

The was no additional commentary or comments.  

DECISION 
 

(i) NOTED  the actions taken by the Committee 
 
 

14.     KINGSHURST VILLAGE CENTRE REGENERATION UPDATE 

This item is confidential and will be included in the confidential section of the 
minutes.  

 

15.        DATA HEALTH CHECK OVERVIEW 

Noted without discussion. 

DECISION 

(i) NOTED the data health check overview 
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16.        BOARD FORWARD PLAN 

Noted without discussion. 

17.        ANY OTHER BUSINESS 

There was no other business.  

18.        REVIEW OF MEETING 

Board members felt there was a good level of discussion and that the Board have 
challenged and taken responsibility. The opportunity to put questions before the 
meeting and have those answered and explored in more detail was helpful and 
expedited conversations.  

19.          NEXT MEETING DATE 

The next meeting will take place at Endeavour House on Tuesday 3 May 2022. 
 
 

The meeting ended at 8.15 pm 
 
 

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 

Mike 
Brymer/Mark 
Wills 

July 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 

Discussions being held with SMBC lead in respect of medium 
and longer term funding arrangements for Home Options 
service. 

 

0222-1 Consider investment 
required to improve 

Martyn 
Sargeant 

September 
2022 

SCH is part of a council-coordinated procurement exercise to 
install improved meeting facilitation technology. The timeline is 
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technology to allow 
meetings to 
accommodate a mixture 
of virtual and in person 
attendance 

for installation from summer 2022. In the meantime, existing 
equipment is being utilised to support hybrid meetings. 

0222-2 Block advocates to be 
involved in targeted 
cleaning inspections due 
to increased number of   
slips /trips  

Surjit Balu July 2022 Block Advocate inspection/reporting forms amended to include 
potential slip/trip hazards. Position being monitored via 
Engagement Team 

 

0222-3 To provide more detailed 
options appraisal analysis 
for the Housing Options 
Office Accommodation 

Surjit Balu April 2022 Report being presented to full SCH Board 3 May 2022  

0222-4 Workflow Project – 
additional information to 
be provided to Dave 
Pinwell. Dave wanted to 
understand the extent of 
how the proposals are 
integrated into and IT 
Strategy 

Martyn 
Sargeant 

March 
2022 

Completed   
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SOLIHULL COMMUNITY HOUSING 
 

BOARD MEETING: TUESDAY 3 MAY 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  

 
 By way of overview, there are a number of key priorities being driven through 

the Executive team, some of which are set out in more detail, either in this 
report or in separate reports.   

 
3.1 Organisational Structures  
  
 Each of the Executive Directors are working with Finance colleagues to review 

their organisational structure to align with optimal service design to meet 
service delivery requirements.  This is in the early stages at present and as 
the scope becomes clear, a timeline will be agreed and shared with Board.   
The outcome of this will also impact on the structure of the Executive and 
Senior Management teams and this will be further discussed with Board at the 
appropriate time.  The secondment of Martyn Sargeant, as Executive Director 
for Customer Service, Transformation and Business Support has been 
extended for a further 6 months until the end of December 2022 to provide 
continuity of leadership in that business area.  Mike Brymer is currently 
covering as Executive Director of Assets and Development on a temporary 
basis, to provide leadership of this business area. 

  
3.2 Building Safety  
 
 This is of course an ongoing priority for the team and further information on 

progress and current work is provided in section 11. 
 
3.3 Asset Management Strategy  

 
 A productive stakeholder workshop was held mid-March and the draft strategy 

is being shared with Board this evening under item 7 for comment and 
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feedback.  The Asset Management Strategy will of course be joint with SMBC 
and it will incorporate our commitment and ambition in relation to 
environmental sustainability and carbon reduction through both the existing 
housing stock and new build.  

 
3.4 SCH Delivery Plan  

 
 This has received cabinet approval and will now be published.  As reported in 

the performance report under item 12 we have commissioned HouseMark to 
work with us to develop a Performance Management Framework to reflect our 
Delivery Plan commitments as well as help us to become regulation ready as 
new legislation emerges following the Social Housing White Paper.  

 
3.5 Supporting our Staff  
 
 Our People Strategy continues to provide our framework for how we support 

our staff.  To support the delivery of this, we have a number of key actions in 
place: 

 

 The terms of reference for the staff engagement group has been 
refreshed.  At the moment the group has a particular focus on wellbeing 
issues and will be leading task and finish work to develop wellbeing 
initiatives for employees. 

 Flexible working through the blended ways of working project (see section 
6). 

 Task and finish group developing proposals to support employees and 
managers in regard to absence management. 

 Achievement of foundation status under the Thrive at Work programme. 
 
Specific initiatives to share with Board for this quarter are set out below. 
 
Customer and Corporate Support 
 
4. Customer Engagement  
 
4.1 Since the refreshed Engagement Framework was launched in June 2020, the 

Engagement team, along with teams from across the organisation have been 
working hard to develop engagement activity with robust outcomes and 
embed a strong culture in the organisation that values the voice of the 
customer. Much of the activity and outcomes has been reported to Housing 
Operations Committee and Board on a regular basis.   

 
4.2 The team have also been working towards TPAS accreditation. TPAS have 

provided an indicative outcome from the recent assessment and I am 
delighted to inform Board that SCH have gained TPAS accreditation (subject 
to final checks and validation). 

 
4.3 TPAS stated that SCH gained ‘an overall assessment score of 89%.  This is 

an excellent achievement for the organisation. A standout, trailblazing 
organisation for engagement and a collaborative culture across all teams.’ 
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4.4 Strong scores were achieved across all seven standards, but particular note 

was made of: 

 The strong link between engagement and the Delivery Plan 

 Our approach to resident engagement in building safety 

 The Engagement Toolkit 

 How engagement is valued across the organisation by staff and Board  

 The resources to support engagement 

 Our wider community investment through locality working   
 
4.5 It is clear we have made great strides in our approach to resident 

engagement, but we must not lose sight of the need to continually challenge 
our approach, especially at leadership level.  TPAS have highlighted a small 
number of areas where SCH can make improvements and an action plan is 
being developed to address these areas. 

 
4.6 Tenant satisfaction  
 
It is pleasing to see that Quarter 4 saw a general improvement in satisfaction across 
most areas of our STAR perception survey, this continues the trend seen throughout 
the year from a low point in Q1 2021-22. 

   

Overall satisfaction  79% +1 

Quality of home  76% +1 

Safe and secure 91% +12 

Repairs and maintenance 74% +2 

Easy to deal with 85% +4 

Listens to and act upon view 72% No change  
 

We are working with Acuity to revise the STAR survey for this financial year, to 
incorporate the draft TSMs.  

The transactional surveys have followed a similar trend.  The overall satisfaction rate 
for transactional surveys is 88%.  This is against a target of 85%. 

5. Workflow Project 

5.1 Since the Board’s decision in February, further work has been undertaken to 
progress the workflow programme. The high level timeline for the programme 
is as follows: 
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5.2 Demonstrations have been arranged with other housing providers that have 

adopted the proposed SCH approach, to better understand their experience 
and lessons learned. 

 
5.3 A particular risk to the project is the ability to recruit to key posts in a 

competitive market, particularly for some of the key technical roles. Alternative 
approaches are being considered (such as employing agency staff) but this 
could have an impact on costs. 

 
6. Blended Ways of Working  
 
6.1 Significant effort and focus continues around our commitment towards a 

blended approach to working ‘Blended Ways of Working’.  As we emerge from 
the pandemic the way of working is very different, including an increased 
focus on employee mental and physical health.    

6.2 Whilst reviewing our new ways of working with leaders and staff we know that 
there is much more flexibility in terms of when, where and how our staff will do 
their work. This has been a real advantage to staff in some areas of the 
business however we are fully aware that ‘one size does not fit all’.  Based on 
our understanding that teams have different needs, it is our recommendation 
to start small and reconfigure specific areas within Endeavour House and 
Chapelhouse as a pilot and to facilitate staff feedback. 

6.3 These areas can then be used for staff consultation before investing further 
expenditure for the remaining office space.  A phased approach aligned to 
budgets and team requirements can then be approved.  This demonstrates a 
value for money approach when considering new furniture/layout proposals 
for our offices. 
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7. Living with Covid – Human Resources Policy Guidance 

7.1 In line with advice from Public Health colleagues, SCH has amended its own 
guidance for employees.  Increasingly, this focuses on making individual 
judgements about what is appropriate to protect oneself and others, 
respecting others’ views and personal circumstances.  Employees continue to 
be encouraged to work from home if they have Covid symptoms and, until the 
end of June, Covid remains exempted from the usual sickness triggers under 
the absence management policy.  The approach to use of PPE in customer-
facing situations has become increasingly varied, so SCH will develop its own 
specific guidance for employees. 
   

8. Support for Refugees 
 
8.1 SCH is working alongside the council to support refugees arriving in the 

region from Ukraine. At the time of writing, 42 hosts have been identified in 
Solihull as the potential recipients for 84 refugees under the Homes for 
Ukraine scheme. SCH is responsible for checking its own properties, whilst 
the council is undertaking checks of privately-owned or rented 
accommodation. The SCH check involves an initial desktop assessment 
looking at rent arrears, history of anti-social behaviour, etc. and, if deemed to 
be suitable, a physical visit is then conducted to check the suitability of a 
home, in particular an assessment of its facilities (e.g. kitchen) and safety 
(e.g. smoke alarms) and, especially, that it would not be overcrowded. 

 
8.2 The only SCH properties (three) that have been offered for the scheme to 

date were deemed unsuitable (e.g. a one bedroom bungalow did not have 
sufficient space). 

 
 9. Data Science for Good 
 
9.1 SCH has worked in collaboration with the council to submit a bid to Warwick 

University’s Data Science for Social Good summer programme. This is a 
(mostly) pro bono initiative that uses available data sets to develop models 
that will have some social benefit. The SCH/council proposal focuses on the 
impact of rising living costs on people’s ability to pay rent in social housing, 
using the datasets to develop a predictive model that could enable early 
intervention and support for those most at risk of getting into debt. The 
programme is massively over-subscribed but the result of the application will 
be known in May. 

 
10. Complaints 

10.1 The Housing Ombudsman Service has recently issued a revised Code of 
Guidance which is mandatory for all social housing landlords to follow which 
comes into force from April 2022, although landlords have been given until 
October to fully comply. 

10.2 The changes will require some minor amends to our complaints policy, in 
particular to remove the stage 0 process as well as additional training for staff 
and contractors.  There is a requirement to complete a self-assessment and 
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report the outcome to the Board.  We propose reporting the self-assessment 
via the Housing Operations Committee in September. 

10.3 As members will be aware we have struggled to achieve the complaints 
handling target (CR34 - resolved within timescales) during recent months but I 
am pleased to report that the target was exceeded in March with 100% of 
complaints dealt with on time.   

11. Building Safety 

11.1 The Board will recall that at its meeting on 29 November 2021, additional 
budget provision has been included to strengthen the staffing capacity of the 
service.  This permanent investment has been phased over the next two 
financial years.  Included within this year’s budget is the new post of Head of 
Building Safety.  The position provides a senior leadership role within the 
Asset Management and Development Directorate.  The Head of Building 
Safety will be responsible for the operational performance and service 
delivery of all building safety compliance services and Capital Programmes.  
The recruitment commenced during April 2022 and is being facilitated by 
Campbell Tickell.  The current timetable identifies final interviews for 9 June 
2022. 

11.2 At our previous meeting held on 14 February 2022, the Board received a 
confidential 6 month update on the Asset Management Review conducted by 
HouseMark.  The review concluded that good progress had been made in 
strengthening the overall governance arrangements regarding Building 
Safety.  As part of the update it was highlighted that a two year 
Implementation Plan would be produced.  A Workshop (facilitated by 
HouseMark) with key stakeholders will take place on 29 April 2022.  The 
purpose of the Workshop is to facilitate the formation of the Implementation 
Plan which will cover the improvement actions relating to the seven themes: 

 Staffing and delivery structure 

 Training and competence 

 Data quality 

 Policy and procedures 

 Systems and processes 

 Reporting and assurance 

 Procurement 

The Board agreed to form a Task and Finish Group to oversee progress with 
the Implementation Plan.  This forms part of the revised wider governance 
arrangements put into place that will fall into two distinct areas: Occupational 
Health and Safety (covering employees and workplace issues) and Building 
and Resident Safety (covering customers, tenants and residential buildings), 
further details of which are provided in Section 11 of the Health and Safety 
Quarterly Report. This is shown in the Governance diagram at Appendix 1. 
The Terms of Reference and membership for this group are currently being 
drafted, and will be discussed with the Board Chair and Board in due course.  
It is anticipated that the sub-group will commence meetings from October 
2022. 
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12. Bromford Property Acquisitions  

12.1 The Bromford Phase 2 property acquisition completed on 4 April 2022. This 
comprises of 49 apartments arranged over 6 schemes for adults with learning 
difficulties and/or autism, and young family homelessness provision, plus 6 
resource flats/management offices (one per scheme). St Basils are the 
primary support provider for the young family service and, Sandant through a 
commission with SMBC Adult Social Care are the support provider for the 
adults with LD/autism schemes. 

12.2 The properties are held in the HRA with a general needs housing and 
property management services being provided by SCH. 

12.3 The former Bromford residents had different tenancy agreements in place, for 
example monthly tenancies and a 52-week rent year. Such conditions will 
continue to be in place for residents on those agreements. 

12.4 SCH Officers were on site on 4 April to take handover of the properties from 
Bromford. A transition plan is in place to move residents over to SMBC 
tenancies and to make the transition process as smooth as possible. A 
programme of SCH meet and greet sessions have been planned for residents 
to meet teams and ask questions. This is in addition to individual meetings 
with each household.   

12.5 The Phase 1 acquisition of 13 care homes for adults with learning difficulties 
continues to be progressed by SMBC.    

13. Quarterly Monitoring Board  

13.1 Board are aware that SCH formally report our performance quarterly to the 
Quarterly Monitoring Board.  The next meeting is on 16 May 2022 and the 
relevant dashboard will be reported at next Board meeting. 

14. Award Nominations  

14.1 I am delighted to report that SCH has two nominations at the Housing Heroes 
awards, taking place in Manchester at the end of June, prior to the Chartered 
Institute of Housing conference. One of our apprentices, Emma Cornfield, has 
been shortlisted for an Outstanding Achievement award, and our Localities 
Manager, Stuart Baxter, has been shortlisted for Inspirational Colleague of the 
Year. We wish them both luck! 

15. Governance  

15.1 Board will be aware that the advert has now gone live for our two independent 
Board vacancies.  In addition, planning for recruitment of a tenant / leasehold 
Board member is underway.   

15.2 With regard to our council nominated Board members, SMBC have now 
confirmed that they anticipate their nominations going forward will be serving 
councillors and nominations will be confirmed at full Council on 17 May 2022.   

Page 25

https://www.campbelltickell.com/careers_archive/board-member-solihull-community-housing/


15.3 Board will also be aware that cabinet have now approved the remuneration of 
SCH Board members as set out in the report to cabinet on 7 April 2022.  Now 
that this is approved and the cost is known, I can confirm that the budget for 
2022/23 incorporates this commitment.   

 
 
REPORT AUTHOR:    Fiona Hughes  

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

BOARD MEETING: 3 MAY 2022  

REPORT OF INTERIM EXECUTIVE DIRECTOR OF ASSET MANAGEMENT AND 

DEVELOPMENT 

 

ASSET MANAGEMENT STRATEGY 2022 - 2032 

 

1. Purpose of Report 
 

1.1 To update the SCH Board on progress with the long term SMBC / SCH Asset 

Management Strategy (AMS).  

 

2. Recommendation 

2.1 The Board is recommended to: 

 

(i) Provide comments and feedback on the draft strategy by 6 June 2022. 
(ii) Endorse the 8 strategic objectives of the strategy set out on page 12 of the 

attached draft strategy. 
 

3. Background 

3.1 The current interim AMS 2020 – 2022 was approved by the SCH Board and 
subsequently SMBC in March 2020. It was agreed to initially have an interim strategy to 
allow time to gather comprehensive stock condition information that would facilitate an 
intelligence led approach to underpin performance based strategic decision making in 
the future. 
  

3.2 The past 20 months have been some of the most challenging for the social housing 
sector. We are still working through the impacts of Brexit and COVID-19 for our sector 
and our residents alongside the responsibility to positively respond to the legislative 
requirements (and costs) associated with new building safety and fire safety, energy 
efficiency and decarbonisation. Additionally, there is a review of the Decent Homes 
Standard currently being consulted upon alongside the publication of the New Charter 
for Social Housing. 
 

3.3 For this reason, we will be developing a longer-term Asset Management Strategy that 
covers a timeframe of a 10 year term. This will allow a sufficient time period to agree 
and implement the longer-term priorities in Solihull and provide sufficient capacity to 
remain agile and develop innovative responses to the challenges that we face. 
 

3.4 The SCH Board agreed additional resources from reserves to assist with ‘pump priming’ 
external support to assist with strengthening the stock condition information for the 

Page 29

Agenda Item 7



SMBC Housing Stock. This support has supplemented the internal Stock Condition 
Surveyor post in increasing the number of completed stock condition surveys. There are 
3,955 completed surveys (37%) by December 2021 providing SCH with statistically 
viable stock information for forecasting the future stock investment need. 

3.5 Meetings have taken place with the Stock Investment Group that have included 
reviewing the emerging stock investment requirements following completion of stock 
condition surveys, reviewing the feedback from customers who have been engaged to 
inform the Asset Management Strategy and a challenge workshop reviewing one of the 
lower performing schemes in the Housing Stock – Green Hill Way. The Stock 
Investment Group has a membership covering officers from SCH and SMBC as well as 
representation from the SCH Board (Nigel Page). The purpose of the Stock Investment 
Group is to provide strategic input into the development of the Asset Management 
Strategy and the shaping of future investment decisions. 

 

4. Current Position 

4.1 The overall aim of the strategy is to ensure that all the homes and estates that SCH 
manages on behalf of SMBC are well maintained to appropriate standards, are used for 
the maximum benefit of our local communities and provide a sustainable contribution to 
our Borough and the wider environment. In essence, homes that are fit for the future.  

 

4.2 In developing our Asset Management Strategy, we have sought to listen to and act on 
the views of customers. We know that what happens in our homes and neighbourhoods 
are some of the most important issues for our customers. While views vary depending 
on age, type of property and where people live, there is a strong consensus around 
homes being safe, in good repair, wind and watertight with up-to-date facilities such as 
kitchens and bathrooms. Looking forward we know that the future sustainability of 
homes is dependent on them being ‘attractive’ to tenants. 

 
4.3 The suggested draft priorities for the Asset Management Strategy 2022 – 2032 are: 
 

1. Investing intelligently in our homes – We know that each investment has an 

‘opportunity cost’ spending on one thing means we must go without another. A key 

priority for SCH is therefore to ensure all investment is targeted to achieve good 

value for money. To drive investment decisions, we need a robust approach to data 

management and to corporately strengthen our systems and use of ‘business 

intelligence’ to improve decision-making – ensuring our investment is focussed on 

homes that are sustainable in the long-term. 

  

2. Ensuring safe, high-quality homes – Feedback from our customers has highlighted 

the need to ensure that homes are safe – this is an even higher priority for residents 

following the COVID-19 pandemic. This priority will also focus on the known and 

emerging requirements from Building Safety Legislation and the Fire Safety Act. 

This priority will shape our response to the emerging wide ‘Decent Homes 2’ 

requirements that as well as providing building components to expected lifecycles 

e.g. kitchens and bathrooms will also be shaped by new expectations surrounding 
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keeping properties free from damp and mould and sustainable forms of heating to 

meet carbon reduction requirements. 

 
3. Supporting the Council’s net zero plans by investing in ‘greening’ our homes – This 

priority will shape our response to the emerging wide ‘Decent Homes 2’ 

requirements that as well as providing building components to expected lifecycles 

e.g. kitchens and bathrooms will also be shaped by new expectations surrounding 

keeping properties free from damp and mould and sustainable forms of heating to 

meet carbon reduction requirements. It is essential that SCH and SMBC maximise 

contributions from external funding so that the overall carbon neutral target of 2041 

for Solihull is achieved as a significant amount of additional investment is required 

during this time period. 

 
4. Ensuring high-rise schemes are ‘fit for the future’ – Develop a bespoke high-rise 

standard to reflect building safety and other health and safety requirements, the 

delivery of repairs, safety and security in the home, communal spaces and 

neighbourhood, green and open space and car parking. This will help guide the work 

of the new Head of Building Safety position that has recently been agreed along with 

the role for Building Safety Managers. 

 
5. Providing safe and attractive neighbourhoods that support thriving communities that 

are safe, attractive and secure – SCH recognise that our homes are ‘more than 

bricks and mortar’. The COVID-19 pandemic has made many of us more aware of 

the value we place on communities and neighbourhoods. We will work in partnership 

with customers and other organisations to create thriving neighbourhoods and 

communities that are clean and safe. When upgrading internal and external 

communal areas, we will make every effort to identify opportunities to improve 

accessibility for people with mobility impairment and parents with small children. 

 
6. Building new affordable and sustainable homes – Building new affordable and 

environmentally sustainable homes is key to ensuring we remain financially strong 

and meet the housing needs and aspirations of our existing and future tenants. 

Because the availability of development land is challenging in Solihull we will need 

to apply active asset management to our existing homes so that we can support the 

development of new homes. Along with larger strategic projects such as with the 

Kingshurst Village Development. 

 
7. Ensuring customer engagement in shaping our future services – Looking forward we 

know that the future sustainability of homes is dependent on them being ‘attractive’ 

to residents. That is why we want to co-design standards with our SCHape Panel 

and Customer Advocates to embed tenant engagement as an integral part of our 

key processes from service planning to delivery. We will seek out feedback as a 

‘reality check’ on the performance and quality of services. 

 
8. Building a fantastic team – Linking with the People Strategy, the AMS will only be 

successful if it is driven by our people. Employing staff with key competencies to 

ensure that there is sufficient capacity in place for delivery is key.  

Page 31



4.4 The key issues were discussed during recent meetings and a workshop held earlier on 
in the month. There are other items on the agenda today which have reference to the 
Asset Management Strategy in relation to option appraisals (Green Hill Way) and safety 
(Smoke Carbon Monoxide Alarms and Structural Surveys). 

 

5. Next Steps  

5.1 Analysis of current investment in planned replacement programmes, as a result of work 
on the completion of stock condition survey information and investment modelling 
through the ASAP (Ark Strategic Asset Performance) model has revealed a potential 
higher investment need for Planned Works and Building Safety & Decarbonisation 
programmes.  The current level of investment included in the Housing Revenue 
Account Business Plan (HRABP) alongside the investment required to maintain the 
current legal requirements for the Housing Stock are shown below: 

 
Average Annual Investment per property for next 15 years 

 

 HRABP annual 
investment 
included  

Minimum 
standard 
required  
 

Planned works £1008  £1266 

Building Safety & decarb £558 £522 

 

The greatest area that requires additional investment is in relation to the Planned Works 
element of the Capital Investment Programme. Historically, the approach has been to 
replace key component items such as kitchens, bathrooms and boilers at point of failure 
rather than replacing based on expected lifecycle and as indicated during the workshop 
discussions replacement has focussed on properties with a higher turnover of tenancy 
which tend to be the least desirable stock from a customer’s perspective. This is without 
knowing the actual new requirements in relation to Building Safety and the Decent 
Homes 2 Standard (although some provision has already been put into the HRABP 
figures based on knowing that there was a requirement for investment. Revised data 
based on updated stock condition information suggests that the reinvestment 
requirement may be nearer to £1,400 per unit per year. Another material resourcing 
requirement will be the commissioning of structural surveys for the High Rise Blocks to 
help inform the future High Rise Strategy with any associated works resulting from the 
findings.  
 

5.2 We will need to work collaboratively with finance colleagues on the development of the 
HRA Business Plan in the context of the investment requirements identified as part of 
the investment modelling work that has been carried out. As well as being responsive to 
grant opportunities that present themselves to help assist with the financial 
requirements for investment.  
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5.3 Further refinement work will take place on the Asset Management Strategy document 
along with an implementation plan for delivering the strategy over the next two years. 
The AMS is scheduled to be presented to the SCH Board in July 2022 and the Cabinet 
September 2022. 
 

 

REPORT AUTHOR:  Mike Brymer 
Interim Executive Director of Asset Management and 
Development 

    michaelbrymer@solihullcommunityhousing.org.uk 
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Introduction 

The reform of council housing finance and the introduction of self-financing 

has given councils the resources, incentives and flexibility to strategically 

manage their own housing stock for the long-term. This change also provides 

the opportunity to improve the quality and desirability of homes and ensure all 

investment delivers good value for money.  

SCH and Solihull Council have adopted a strategic approach to asset management. This 

approach is forward-looking and is focussed on making best use of resources to meet the 

future needs of our customers. 

We are now in a phase of rapid change with a review of national standards (Decent Homes 

Standard), new duties to ensure customers are safe with a particular focus on our high-rise 

schemes and ambitious plans to improve the energy efficiency of our homes and achieve 

net zero carbon emissions in Solihull by 2041. 

Our Asset Management Strategy is based on a good understanding of stock condition and 

relative asset performance that we will use to drive our investment plans and support 

evidence-based decision-making. 

Our Strategy will be underpinned by robust governance and performance reporting 

arrangements. Our customers will play also key role in shaping our future standards and 

services and holding us to account for performance and decisions for example, through our 

SCHape Panel. 

 

 

 

 

 

 

 

 

 

 

Drivers for change 
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The social housing sector is now in a phase of rapid change that will 

fundamentally reshape what we do and how we will deliver strategic asset 

management services in the future. 

 
In relation to this Strategy asset management ‘drivers for change’ include: 

 National focus on ensuring customers are safe in their homes and 
neighbourhood 

 Targets to ensure all homes to meet energy performance Band C by 2030 and to 
meet stretch targets for homes to be net zero carbon in Solihull by 2041 

 Increased focus on housing quality and desirability with a zero-tolerance 
approach to damp and disrepair  

 Greater emphasis on placing the customer voice at the centre of service delivery 
through a culture of openness, respect and accountability 

 The need to increase affordable housing supply to meet local demand 

 Greater focus on the importance of communities and neighbourhoods - 
including green space, external areas and communal areas 

 Focus on ensuring reliable and accurate data is used to support evidence-based 
decision-making 
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Managing the housing stock 

Solihull Community Housing (SCH) is an Arm’s Length Management 

Organisation (ALMO), wholly owned by Solihull Council and set up in 2004 to 

manage housing services on their behalf. 

Our relationship with the Council is defined by a Management Agreement which specifies 

the services that SCH will deliver and how performance is monitored and reviewed. 

We manage just fewer than 10,000 tenanted homes and some 1,200 leasehold properties, 

together with approximately 5,250 garages and a small number of shared ownership 

properties. 

 
 

Over two thirds of the homes are located in the north of the Borough with particular 

concentrations in Chelmsley Wood, Kingshurst & Fordbridge and Smith’s Wood.  

 
Our housing stock comprises: 

 Homes roughly split into two halves - houses and bungalows or flats and 
maisonettes 

 There are 37 separate high-rise blocks providing over 1,900 flats in the north of 
the Borough  

 40% of our homes have one bedroom, around 30% have two bedrooms and just 
over 25% have 3 bedrooms 
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 65% of homes are between 50 and 60 years old with a high proportion built 
using non-traditional techniques - not built of brick or stone - that allowed them 
to be mass produced quickly 
 

 

  
Size of property Type of property 
  

 
Year of construction 
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Solihull 

Solihull has an estimated population of 218,967 people (2021), growing at around 7 per cent 

in the last decade – lower than the national average of 9 per cent. 

Population growth is driven by a combination of migration from within the UK and natural 

change which is the difference between births and deaths. 

A significant trend in Solihull’s demographic change is its ageing population. Between 1998 

and today the number of people aged 65 and over increased by 40 per cent from 16 per 

cent to 21.5 per cent of the population. 

Population projections suggest the population over 65 will grow faster than any other age 

group. By 2040 over 65s could make up over a quarter of Solihull’s population.  

During the same period the number of people over the age of 90 is projected to double to 

comprise some 4,500 people. These trends have significant implications for the delivery of 

housing services. 

Solihull is a broadly affluent borough - ranked 171 out of 317 local authority areas. Average 

incomes are above the UK average for all income bands. However, Solihull is relatively 

polarised between large parts of the borough that experience minimal deprivation and a 

concentration of neighbourhoods in the north which experience severe deprivation. 

 

Solihull Index of Multiple Deprivation 
 

There are 20 neighbourhoods called Lower-layer Super Output Areas (LSOAs) among the 

bottom 20 per cent most deprived areas in England. Indeed, 16 neighbourhoods are among 

the most deprived 10 per cent. These neighbourhoods reflect those areas with the greatest 

concentration of SCH managed stock. 

Page 40



 

solihullcommunityhousing.org.uk 

The main drivers of deprivation are unemployment, poor educational attainment, low 

income and relatively high levels of crime. 

Solihull has one of the largest gaps in the country between the Life Expectancy of those 

living in the most and least deprived neighbourhoods. On average someone in the least 

deprived neighbourhoods can expect to live to 89.4 years while in the most deprived it is 

72.9. 

There are good strategic road and rail links which makes access to services relatively easy. 

Much of the area also benefits from a high-quality living environment – two thirds is 

designated as Green Belt. However, this does create pressure on identifying land available 

for development. 

 

Solihull housing tenure 
 

There are around 86,000 dwellings in Solihull. 74 per cent of homes are owner-occupied - 

significantly higher than the UK average of 65 per cent. The average house price in Solihull is 

£372,000 meaning house price to earnings ratio of 8.2 (2020) – the highest in the West 

Midlands.  

For the many that cannot afford to buy there is relatively limited choice of rented 

accommodation. The size of the private rented sector accounts for just 10 per cent of the 

stock compared with the all-England average of 17 per cent.  

Social renting accounts for just 15 per cent of all homes – again below the national average 

of around 17.5 per cent. This leads to high housing demand – there were 2,800 households 

on Solihull’s housing waiting list in 2020/21 – equivalent to 3 households for every new SCH 

let. 

The Solihull Housing and Economic Development Needs Assessment identifies a net need for 

578 affordable homes to rent per annum across most areas of Solihull. Importantly, the 
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analysis identified a surplus of affordable housing to rent in North Solihull (Chelmsley Wood, 

Kingshurst and Fordbridge and Smith’s Wood wards).  

The analysis concludes that the scale of need means the Council is justified in seeking to 

secure as much affordable housing as viability allows. 
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Performance of our stock 

SCH carried out a strategic assessment of asset performance in 2020. This 

analysis combined data from across the organisation with an assessment of 

homes and neighbourhoods to produce a relative grading of our homes in over 

1,500 ‘neighbourhoods’. 

This has identified some significant differences in key areas such as income from rent and 

service charges and expenditure on capital works, day-to-day repairs and housing 

management costs.  

Analysis also shows that some areas experience higher turnover of tenancies and lower 

levels of customer satisfaction. 

 

Asset performance analysis 2020 
 

The graph above plots the overall ‘quality’ (horizontal axis) against the relative financial 

performance (vertical axis – per unit per annum profit/loss).  

Assets have been placed into groups known as Asset Classes A, B and C depending on their 

performance.  

Over 50 per cent of homes are Class A - these perform well and are likely to be sustainable 

in the long-term. A further 30 per cent of stock (Class B) perform satisfactorily but will be 

monitored to ensure that our work or investment in the ‘home’ and ‘place’ will help 

improve performance. 
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The remaining 18 per cent or 2,411 homes in 265 schemes perform relatively poorly in 

terms of overall quality and financial performance (Class C).  

SCH will review all Class C properties to identify actions to either improve their 

‘performance’ or where necessary conduct a detailed option appraisal. This process will 

begin with larger category C schemes (52 have over 5 units – 370 homes in total) and will 

involve a series of practical steps that can be applied to individual properties, schemes or 

whole estates. 

 

The option appraisal process will explore all options to improve ‘performance’ for example, 

investment to improve the quality and desirability of homes or neighbourhood-based 

interventions such as environmental improvements or targeted approaches to improve 

safety and security.  

Where an asset is identified as not sustainable or no longer fit-for-purpose, SCH and Solihull 

Council will identify an alternative course of action such as remodelling, redevelopment, 

disposal, changing tenure, customer group or the approach to housing management. 
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Customer views 

Throughout this strategy we have sought to reflect the views and aspirations of 

our customers. We undertook an extensive consultation exercise and have 

used the feedback to inform the strategy. 

The headline message from customers is the need to ensure that homes are safe – this is an 

even higher priority for residents following the COVID-19 pandemic. 

Customers also want homes that are kept in good repair, wind and watertight and have up-

to-date facilities such as kitchens and bathrooms. 

Many customers – particularly those aged 65 and over - highlighted the importance of their 

home being flexible and adaptable. Homes that are adaptable can support people to be 

independent for longer and reduce demands on other services.  

Younger customers (under 35) have different priorities focussing more on safety and 

ensuring homes are in good repair and wind and watertight. Importantly, 4 out of 5 younger 

customers highlighted the importance of accessing well-kept and safe green and open 

space. 

There is a different emphasis on investment priorities by customers living on our estates in 

South Solihull compared with those living in North Solihull (Chelmsley Wood, Kingshurst and 

Fordbridge and Smith’s Wood). 

Customers particularly in North Solihull also value investment to improve safety and security 

of their home and neighbourhood. Residents in South Solihull value well-kept green and 

open space. 

There is an increasing focus on energy efficiency and our impact on the environment. With 

spiralling fuel costs many customers understandably worry about the cost of running their 

home. This was a particular issue among customers living in high-rise blocks. 

Ensuring homes are in good repair is a higher priority for new customers (under two years) 

and longstanding customers who have been SCH residents for over 20 years. 

The different views of our customers means we need to be flexible in our approach to 

investment and develop different solutions across our properties, property types and 

neighbourhoods.  
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Our Asset Management Strategic Objectives 

In developing our Asset Management Strategy, we have used insight and 

intelligence about our homes and, how we manage them.  

Importantly, we have also sought out the views of our customers to arrive at 

eight strategic objectives that set out how we will deliver our vision of 

‘creating better homes and thriving communities’.  

Taken together, these objectives will ensure we will focus on doing the right 

things in the right way to make a real difference to the lives of people in 

Solihull. 

1. Investing intelligently in our homes 

2. Ensuring safe, high-quality homes 

3. Supporting the Council’s net zero plans by investing in ‘greening’ our 

homes  

4. Ensuring high-rise schemes are ‘fit for the future’ 

5. Providing safe and attractive neighbourhoods that support thriving 

communities  

6. Building new affordable and sustainable homes 

7. Ensuring customer engagement in shaping our future services 

8. Building a fantastic team  
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1. Investing intelligently in our homes 

We know that each investment has an ‘opportunity cost’ – spending on one 

thing means we must go without another. A key priority for SCH is therefore to 

ensure all investment is targeted to achieve good value for money.  

SCH has an improving understanding of stock condition and a good understanding of 

relative asset performance. 

We aim to complete around 2,000 stock condition surveys each year to help us drive our 

investment plans and decision-making. 

We recognise the need across SCH to further strengthen our systems and to make better 

use of ‘business intelligence’. We also want to embed a robust approach to data 

management. 

For poor quality or poorly performing assets we will conduct a detailed option appraisal. 

This approach will involve a series of practical steps that can be applied to individual 

properties, schemes or whole estates.  

The option appraisal process will explore the options to improve ‘performance’. Where an 

asset is identified as not sustainable or no longer fit-for-purpose, we will identify an 

alternative course of action such as remodelling, redevelopment or disposal. 

 
To deliver our work in this area we will: 

 Intelligently invest sufficient resources to ensure our homes are safe, in good 
condition and are ‘desirable’ both now and in the future (by reflecting the ‘things 
that matter’ to customers) 

 Embed a robust approach to data management covering all compliance activities, 
performance indicators and stock condition data - the fundamental 'building block’ 
of intelligent investment 

 Improve our systems and use of ‘business intelligence’ to ensure we invest 
intelligently - proactively managing disrepair, damp and mould and reducing our 
day-to-day spending (with a particular focus on empty homes and reducing repairs 
during the first 2 years of tenancies) 

 Proactively update and use our analysis of asset ‘performance’ to drive our 
investment plans and decision-making 

 Undertake option appraisals of our poorly performing stock  
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2. Ensuring safe, high-quality homes 

Ensuring homes are safe and high-quality is paramount for SCH, the Council 

and our customers.  

Feedback from our customers has highlighted the need to ensure that homes are safe – this 

is an even higher priority for residents following COVID-19 pandemic. 

SCH undertakes routine programmes to ensure homes are safe and in good condition. For 

example, each year we undertake over 8,000 gas services and almost 2,000 electrical tests. 

SCH will remain ‘agile’ and invest sufficiently in forward-looking standards that are 

responsive to changes in national standards and customer expectations. 

Customers want their homes to be kept in good repair and have up-to-date facilities such as 

kitchens and bathrooms. SCH will adopt a transparent and auditable process for dealing 

effectively with damp and disrepair issues. 

Many customers highlighted the importance of their home being flexible and adaptable. 

Indeed, for almost 9 out of 10 customers aged 65 and over this was a high priority.  

 

SCH recognise that homes that are adaptable and accessible can support independence for 

longer and reduce demands on other services.  

Our home improvement team will help customers who develop a disability with 

adaptations. And our Safe & Sound service also helps to facilitate independence at home. 
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All new homes will be designed to be adaptable. We will also explore how we can improve 

the design and accessibility of our homes to better reflect the future needs of our customers 

in our day-to-day work. 

  
To deliver our work in this area we will: 

 Ensure there are transparent and auditable processes to ensure homes are safe 
and in good condition  

 Ensure sufficient investment to provide a high-quality standard of home that:  
o responds to changes in expectations and investment costs arising from net 

zero carbon (see Objective 3), 
o are recognised as Decent Homes to live in  
o are safe and meet consumer standards 

 Set targets to improve customer satisfaction with our homes 

 Improve the accessibility of our homes to meet the ‘lifetime’ needs of our 
customers 
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3. Supporting the Council’s net zero plans by investing 

in ‘greening’ our homes 

Our homes are central to how we contribute to Solihull Council’s ambitious 

plans to achieve net zero carbon emissions by 2041. 

Our customer consultation highlighted an increased focus on energy efficiency and its 

impact on the environment among our customers. Energy efficiency is rated on a scale 

between Band A (very good) and G (very poor). The average rating for UK homes is currently 

Band D.  

SCH know that for many customers the cost of running their home is a key concern. National 

research has identified over half of residents living in social housing with poor energy 

efficiency (Band D or below) are likely to be in fuel poverty. 

In response we have developed an Energy and Environmental Sustainability Strategy that 

drives our investment in the ‘greening’ of our homes – reducing carbon emissions and 

tackling fuel poverty. This will include a range of ‘retrofit’ measures – this means installing 

or replacing parts of the home to reduce carbon and make it more energy-efficient. 

 
Our retrofit challenge 

 Current average SAP: 70.7 

 The projected cost of meeting Band C target in all homes is £10,723,000 

 Cost to retrofit properties to meet net zero carbon target by 2041 is £234m (£12m 

per year)  

 Average property cost to meet net zero carbon target: £23,600 

 
 

SCH has a very diverse property portfolio. Positively, almost three quarters (72.5%) of our 

homes are already in Band C or above. However, over 2,700 homes are in Band D with a 

small number below.  

Some homes in Band D can be improved through relatively simple retrofit measures such as 

loft insulation top-up, low energy lighting or through planned investment in heating or 

window replacement.  

Page 50



 

solihullcommunityhousing.org.uk 

However, achieving net zero carbon across all our homes presents a huge challenge – 

particularly for our non-traditional stock – those mass produced and not built of traditional 

brick or stone. 

There are broadly two approaches to delivering net zero carbon for existing homes: whole 

house (also called ‘deep retrofit’) or phased. The measures remain the same, the difference 

is the approach and time taken to complete.  

SCH will develop a retrofit ‘fabric first’ phased programme. This means improving the 

energy efficiency of walls, floors, roofs, windows and doors to reduce heating loss and 

provide warmer homes, improved thermal comfort (the feeling of being warm), lower fuel 

bills and improved ventilation. Improvements will also support the reduction of damp and 

mould. 

 
To deliver our work in this area we will: 

 Develop a flexible, phased approach to energy efficiency investment that allows 
for changes in legislation and new technologies as they become more accepted, 
user-friendly and affordable  

 Ensure our approach to data management allows us to capture, analyse and 
report on progress towards our targets   

 Complete works to eliminate any Band E properties by March 2024 

 Deliver an £11million energy efficiency programme so that all properties are Band 
C by 2030 - initial focus on retrofit of the building fabric, smart controls and 
renewables 

 Ensure investment decisions represent good value for money through in-depth 
surveys and option appraisal of our non-traditional stock  

 Learn from our own experience by piloting different approaches and also from 
others including developers and the supply chain 

 Seek out external funding opportunities to support the delivery of our Energy and 
Environmental Sustainability Strategy  
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4. Ensuring high-rise schemes are ‘fit for the future’ 

Our customer consultation highlighted the different emphasis placed on 

investment priorities among customers living in the 1,900 homes in our 37 

high-rise schemes.  

Customers living in high-rise accommodation placed a higher priority on building safety, 

safety and security in their home and neighbourhood, energy efficiency and ensuring their 

homes is in good repair. 

The profile of customers living in the high-rise schemes is very different to the customer 

population as a whole. Customers are more likely to be younger (almost 1 in 5 are under 25) 

with an average age of 43 compared with an SCH average of 53. Over 20 per cent of 

customers moved in to their home in the last two years. And typically we can expect 

customers to ask for more repairs and to live in their home for 4 years less than the SCH 

average of 12.4 years.  

 

The blocks are typical of 1960s Radburn urban design with open plan housing estates 

arranged around parking courtyards, and small green spaces.  

All the blocks have benefitted from work to improve their safety and energy efficiency. The 

32 non-traditional blocks have had external wall insulation and the 5 traditional brick tower 

blocks have benefitted from cavity wall insulation. All the blocks have benefitted from 

significant investment in fire safety measures.  

We will complete all building safety works including the installation of sprinklers and 

replacement of cladding panels by 2024. We will also carry out full structural surveys of the 

blocks over the next five years. 
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However, the blocks present challenges in terms of quality and desirability with high future 

investment needs and ongoing repair costs. In addition, we experience difficulties in terms 

of demand and tenancy sustainment with high levels of turnover. 

Indeed, our strategic assessment of asset performance identified that 32 of the blocks with 

1,598 homes fall into Class C - poorly performing assets. The remaining 5 blocks containing 

299 homes were identified as Class B – satisfactory performance but requiring monitoring. 

SCH and Solihull Council have new duties to ensure that our high-rise schemes are safe. All 

landlords must identify an ‘Accountable Person’ responsible for ensuring the safety of their 

buildings. They in turn must appoint a senior manager (Head of Building Safety) to oversee 

the day-to-day management of building safety. 

Over the life of this strategy SCH will undertake option appraisals on our blocks to ensure 

they are sustainable and ‘fit for the future’ over the longer-term.  

SCH will also develop a new high-rise standard. This will shape how we will deliver a 

cohesive approach to housing management with specific health and safety requirements 

and actions to improve the quality and desirability of homes including heating, safety and 

security measures. This will help guide the work of the new Head of Building Safety. 

 
To deliver our work in this area we will: 

 Develop an overarching approach to the management of high-rise blocks led by our 
Head of Building Safety 

 Complete all Building Safety Capital Works including the installation of sprinklers 
systems and replacement of cladding panels by 2024 

 Carry out structural surveys of the blocks over the next five years 

 Develop sustainable heating solutions for the blocks as part of our net zero plans  

 Develop a bespoke high-rise standard to reflect: 
- building safety, fire safety & other health and safety requirements; 
- the delivery of housing management, repairs and other services; 
- safety and security in the home;  
- ways to improve design and layout and the suitability of facilities in the home; 

and 
- enhancing communal areas, green and open space and car parking 

 Conduct detailed option appraisals on all poor performing blocks to ensure they are 
‘fit for the future’ 

 Explore the potential to redevelop sites where blocks are not sustainable or no 
longer fit-for-purpose  

 

5. Providing safe and attractive neighbourhoods that 

support thriving communities  
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SCH recognise that our homes are ‘more than ‘bricks and mortar’. The COVID-

19 pandemic has made many of us more aware of the importance of our 

neighbourhoods and communities on physical and mental wellbeing. 

People want to live in places that are attractive and where they feel safe. For many the 

ability to easily access green and open space is also important. This was particularly 

important to customers aged under 35 - 80 per cent of whom identified this as an important 

priority. 

SCH’s teams are active ‘on the patch’ supporting the local community and taking a lead role 

in addressing anti-social behaviour issues including graffiti and fly-tipping.  

We will use our well-developed approach to neighbourhood inspections and our customer 

engagement to promote partnership working with customers, the Council and other 

organisations to improve safety and security and enhance the quality and attractiveness of 

our neighbourhoods. 

We manage approximately 5,250 garages across Solihull with an annual income of around 

£1 million. Looking forward our aim is to maximise income through rent collection and 

invest to ensure our garages are secure and well-maintained and contribute positively to 

our neighbourhoods. 

We have a number of ‘difficult to let garages’. We will explore alternative options where 

there is no demand, or the garage is no longer fit-for-purpose due to its size or condition.  

We have identified some opportunities for garage infill development on a number of sites. 

For other garage sites we will look at a range of options including providing additional ‘open’ 

car parking on the site (potentially including Electric Vehicle charging points) and other uses 

for the sites for that will deliver community benefits. 

We will also review our rents to consider the potential to generate additional income to be 

reinvested in improving the quality of our garages. 

 
To deliver our work in this area we will: 

 Introduce a new ‘Neighbourhood and Community’ standard setting out how we 
will work in partnership to ensure our neighbourhoods are attractive, safe and 
secure  

 Invest in improving the useability and attractiveness of local open space for both 
recreation and amenity use   

 Implement stronger housing management approaches to improve communal 
cleaning and grass cutting and reduce levels of anti-social behaviour including fly-
tipping 

 Introduce cyclical programmes to improve footpaths, fencing and car parking 

 Ensure garages are secure and well-maintained and contribute positively to our 
neighbourhoods working in partnership with our Thriving Community Locality 
groups 
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 Explore alternative options for garages that are not fit-for-purpose or in demand 

 Explore ways to increase rental incomes from garages 

 Encourage residents to be good neighbours – promoting ownership and pride in 
gardens and communal areas 
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6. Building new affordable and sustainable homes 

Building new affordable and environmentally sustainable homes is key to 

ensuring we remain financially strong and meet the housing needs and 

aspirations of our existing and future customers. 

Solihull faces a high level of housing need and pressure to identify land suitable for 

development. Through active asset management of our existing homes we can support the 

grow social housing by developing new homes. 

 
Our option appraisal process will explore options for redevelopment of homes or in a small 

number of cases garage sites that are not sustainable or no longer fit-for-purpose. 

In some cases, there may be opportunities for redeveloping existing homes at a higher 

density particularly where this can contribute positively to the regeneration of estates. We 

also recognise that some mixed-tenure development may provide a means to deliver more 

affordable housing and support inclusive and thriving communities. 

There may also be some smaller sites where there is potential for community-led housing 

schemes which responds to local housing needs and delivers wider community benefits. We 

will also seek out opportunities for redevelopment of under-used, surplus or brownfield 

land.  

SCH will also increase our focus on stock acquisition to help meet housing need or where it 

delivers wider community benefits. 

 

 
To deliver our work in this area we will: 

 Deliver the Kinghurst Village Centre Regeneration scheme 
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 Support the development of the Chelmsley Wood Masterplan 

 Carry out more stock acquisition to meet housing need and deliver community 
benefits 

 Maximise opportunities for building new homes through the Council’s corporate 
assets including under-used, surplus or brownfield land 

 Make better use of existing stock for example, building new homes to replace 
poorly performing stock or where practicable garages  

 Increase new ‘green’ homes – including piloting the use of off-site timber framed 
construction to provide new net zero carbon homes 

 Identify opportunities to support community-led housing schemes  

 Explore mixed-tenure development as a means of maximising the delivery of 
affordable housing and supporting inclusive and thriving communities 
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7. Ensuring customer engagement in shaping our 

future services  

In developing our Asset Management Strategy, we have sought to listen to and 

act on customers views. This this is just the start.  

Looking forward we know that the future sustainability of homes is dependent on them 

being ‘attractive’ to customers. That is why we want to co-design standards that focus on 

“what customers want”. 

While customer views vary depending on age, type of property and where people live, there 

is a strong consensus around the priorities that homes should be safe, in good repair, wind 

and watertight with up-to-date facilities such as kitchens and bathrooms. 

We want to provide all customers with a range of ways to engage with us and have their say 

in the delivery of this strategy. 

We will work with our SCHape Panel and Customer Advocates to embed tenant engagement 

as an integral part of our approach to asset management. The customer voice will be at the 

heart of our key processes from service planning to delivery.  

We will involve customers in decision-making on investment at a local level to ensure we 

address local concerns and priorities.  

 
 

We will also seek out tenant feedback to provide us with a ‘reality check’ on the 

performance and quality of services.  

Active tenant involvement can also play a valuable part in supporting service improvement 

for example, in understanding and responding to the needs of different groups such as new 

and younger customers. 

Our SCHape Panel will also play a key role in shaping our services and holding us to account 

for performance and decisions. 
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We want to incentivise and ‘reward’ actions and behaviours that support us in being more 

efficient. For example, this could include maintaining tenancies, keeping homes in good 

repair or ‘downsizing’ from an under-occupied home. 

We will work with customers to develop a ‘reward’ scheme to recognise positive actions and 

behaviours and devise a menu of ‘rewards’ that customers will value. 

 
To deliver our work in this area we will: 

 Embed customer engagement at the heart of the service delivery through our 
policies and practice - ensuring all staff and contractor partners provide a 
customer-focussed service 

 Provide customers with a range of ways to engage with us and have their say in 
the delivery of this strategy 

 Ensure effective communication with customers and set targets to improve the 
number of customers that feel informed, listened to and safe 

 Work with customers to co-design new SCH standards 

 Create opportunities for the SCHape Panel and Customer Advocates to influence 
decisions and hold us to account for performance  

 Carry out a fundamental review of new customers experience of our services with 
the support of our SCHape Panel  

 Involve customers in ‘piloting’ and promoting the success of new technologies and 
approaches for example, heating and ventilation systems and renewables 

 Work with customers to develop a ‘reward’ scheme to recognise and incentivise 
actions and behaviours’ that support us in being more efficient and encourage 
greater ownership/ investment in their home and neighbourhood  
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8. Building a fantastic team  

To deliver this Strategy and better outcomes for our customers and 

communities we need to build a fantastic team who are well trained, 

supported and motivated. 

Our People Strategy – “Passion in People” recognises the need to invest in our people and to 

create a culture where people are empowered to make decisions, learn from their own 

experiences and be accountable for their actions. 

We will review our structures and costs of our asset management service to ensure it is ‘fit 

for purpose’, adequately resourced and represents good value for money. 

To build a sustainable workforce we will regularly review the knowledge and skills we need 

and develop a workforce plan to address current or future skills ‘gaps’. 

Over the life of this strategy we will also consider the optimum balance between in-house 

and external contractor delivery - comparing our in-house Maintenance Services Team 

(MST) against the ‘best in class’ external contractors. 

We will also work closely with the MST and external contractors to ensure that our people 

embrace equality, diversity and inclusion in everything we do.  

We will also seek to maximise social value outcomes such as the direct employment of local 

people and apprenticeships, formal training and work experience through our investment 

programmes 

 
To deliver our work in this area we will: 

 Contribute to the SCH People Offer and our Passion in People Strategy 

 Develop a workforce plan to address current or future skills ‘gaps’  

 Work with corporate colleagues to recruit and develop people with the 
knowledge, skills and behaviours we need  

 Embed a learning culture where people are empowered to take accountability for 
their decisions and proactively learn from their own experiences and manage their 
own development 

 Ensure all staff and contractors act as SCH’s ‘eyes and ears’ – proactively managing 
the safety and quality general condition (disrepair, damp and mould) of our homes 
and neighbourhoods 

 Benchmark the structure and costs of our asset management service to ensure it is 
‘fit for purpose’, adequately resourced and represents good value for money 

 Review the range of repairs and maintenance service delivery models and identify 
the optimum balance between in-house and external contractor delivery 

 Maximise social value outcomes through our DLO and contractor partners for 
example by creating training and apprenticeship opportunities  
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Delivering our plans 

Leadership and Governance 

Our relationship with the Council is defined by a Management Agreement 

which specifies the services that SCH will deliver and how the Agreement is 

monitored and reviewed. 

Two-year implementation plan  
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 3 MAY 2022 
 

REPORT OF THE HEALTH, SAFETY & RISK SERVICE SMBC 

Health and Safety Quarterly Report 

January - March 2022 (Quarter 4) 

1. Purpose of Report / Introduction 

1.1. The purpose of this report is to provide SCH ELT and 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 Service (HSRS) 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 – Governance arrangements for health and safety. 

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

(iv) NOTE Appendix 3 - Accident/Incident Reporting Analysis Q4 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. Employers’ responsibilities to workers regarding the provision of personal protective 

equipment (PPE) are changing from 6 April 2022. The Personal Protective Equipment 

at Work (Amendment) Regulations 2022 (PPER 2022) were laid before Parliament on 

10 January 2022. The PPER 2022 amend the current Regulations to extend 

employers’ and employees’ duties in respect of PPE to a wider group of workers. HSE 

has prepared interim guidance explaining the changes on their website.  

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

can provide useful help and advice. This quarter, advice has focused on moving 

workplaces to the ‘living with Covid’ stage. Other bulletins issued have included: 

 Working safely at height, including safe use of ladders. 

 Working safely with Display Screen Equipment. 

 Construction Industry updates: Construction - Health and safety for the 

construction industry (hse.gov.uk) 

4.3. The HSE started a consultation with a wide range of stakeholders in January 2022 

about proposals to amend the Gas Safety (Management) Regulations 1996 (GSMR). 

GSMR applies to the conveyance of natural gas (methane) through pipes to domestic, 

commercial, and industrial consumers. The regulations cover four main areas: 

 the safe management of gas flow through a network, particularly those parts 

supplying domestic consumers, and a duty to minimise the risk of a gas supply 

emergency; 

 arrangements for dealing with supply emergencies; 

 arrangements for dealing with reported gas escapes and gas incidents; and 

 gas composition. 

4.4. Prosecutions of note include: 

 Landlord fined for not providing gas safety certificates | HSE Media Centre 

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

5.1. From 24 February 2022, the UK government ended any remaining legal coronavirus 

restrictions in England. This includes removal of the requirement to self-isolate. 
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However, cases continue to rise across the Country, so caution is advised, and 

workplaces need to be adequately ventilated and follow good hygiene measures. Staff 

should be encouraged to work from home where they have any cold and/or flu 

symptoms, especially as free rapid lateral flow tests ceased to be freely available on 

31 March 2022.  

5.2. There is no longer a need to have separate Covid risk assessments for the risk of 

Covid-19. The risk of Covid-19 should be assessed alongside any other workplace 

hazard as part of any activity or workplace risk assessment. SMBC have published 

useful updates on their intranet.  

5.3. Staff should continue to be encouraged to get all their vaccinations, including any 

Booster vaccinations. 

6. Building and Resident Safety 

6.1. Social Housing White Paper – An easy to read version of this paper has been 

published and can be read here Charter_for_Social_Housing_Easy_Read.pdf 

(publishing.service.gov.uk) 

6.2. The Housing Regulator has written to social housing providers in April 2022 following 

the publication of draft legislative clauses. More information on these draft clauses 

can be found on the government website.  

6.3. The revised regulations on the requirement for smoke and carbon monoxide alarms 

are still awaited. The 2015 regulations will be extended to require these devices to be 

installed in homes with gas boilers and fires.  

7. Building Safety Bill Update 

7.1. The Building Safety Bill is now reaching its final stages and was heading for Royal 

Assent before Easter. However, more work is needed to agree the final contents and 

Parliament will sit on 20 April 2022 to consider and finalise the amendments. 

7.2. A revised version of the Bill has been produced, the main changes in the draft bill are: 

 The removal of the Building Safety Manager role but their duties remain, with the 

Accountable Person having the responsibility to ensure they are carried out. 

 For landlords/building owners to consider the needs of any disabled and 

vulnerable residents living in high-rise buildings, with regards to their evacuation 

arrangements in an emergency. 
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8. Building Safety Regulator 

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

included some useful videos. The information extends to providing guidance on how 

to prepare for the new legislation.  

9. Grenfell Inquiry 

9.1. The Grenfell Inquiry continues. The inquiry has its own website for updates at  

https://www.grenfelltowerinquiry.org.uk/ 

10. Fire Safety Act 

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

date for this is still unknown as the publication of linked risk-based guidance is still 

awaited. Clarification of the term used in this Act, ‘two or more flats’, is also required 

as to whether it applies to buildings with communal areas only, or all buildings. 

11. SCH Governance arrangements for health and safety 

11.1. The revised Governance arrangements for managing health and safety in SCH have 

now been agreed and will begin in April 2022. As referred to in the last report, health 

and safety will fall into two distinct areas: occupational health and safety (covering 

employees and workplace issues) and building and resident safety (covering 

customers, tenants and residential buildings). Both groups will report into a strategic 

health and safety leadership group, comprising of ELT and Heads of Service.  

11.2. At Board level, a building safety sub-group is being formed to oversee the building 

safety implementation plan within SCH. Terms of reference and membership are 

currently being drafted which will be agreed with the Board Chair in advance. It is 

anticipated that the sub-group will start to meet from October 2022. 

11.3. A summary of the revised governance arrangements for health and safety is included 

in Appendix 1 as a reminder for Board Members. 

12. The Home Standard Duty  

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

Appendix 2.  

13. Health, Safety & Risk Service - SMBC 

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: 
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 Finalising, getting approval, and publishing the Fire Safety Policies. They can be 

found on a newly created area of SCH’s intranet. 

 Developing a draft spreadsheet to help SCH prepare for the information needed 

to complete a Building Safety Case as required by the revised Building Safety 

legislative regime. 

 Provision of support to the Estates Management function on their health and 

safety improvement journey, including: 

o Reviewing of their first risk assessment inputted onto the Assure system. 

o Providing a suggested dynamic risk assessment template/checklist.  

o Providing advice relating to a recent grounds maintenance incident near 

miss involving items thrown from a high-rise window whilst contractors were 

working below. 

 Undertaking face to face accident and incident investigation training sessions in 

March 2022. Two sessions were planned on the same day, unfortunately, only 

one session went ahead due to poor attendance on the day. Further work is 

taking place to improve this in the future through the new health and safety 

working groups.  

 Ongoing 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 Assure briefing sessions, 

both face to face and remotely via Teams. These sessions will be provided by 

the HSRT on an ongoing basis. 

 Attending the West Midlands Social Housing Group meeting. 

 Reviewing the issues with address information held within Assure with the aim of 

using the Solihull LPG Gazetteer as a source for accurate address information. 

This is a national system used by online shopping websites, post offices and 

delivery companies etc. This will enable the recording of incident data per 

residential property to be entered onto Assure, starting with Fire Incidents. 

 A revised policy tracker has been drafted which is awaiting approval. 
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 Drafting accident and incident reporting and investigation guidance for both 

SMBC and SCH. 

 Ongoing horizon scanning of legislation changes and developments in the 

building safety arena. This has included attending a number of useful webinars 

and online seminars. 

 Ongoing support and advice on various health and safety related topics and input 

into revised governance arrangements.   

14. Health and Safety Management Audits 

14.1. The current health and safety audit schedule has been reviewed in light of Covid-19 

restrictions being eased. A more face to face traditional approach to audits is now 

being adopted and the revised audit schedule reflects this.  

14.2. A desktop review of the health and safety arrangements for Construction New 

Development Projects has been undertaken and a draft report produced.  

14.3. Planned audits are in the diary for April and May 2022 to include Stores Management 

(now undertaken at the time of writing this report) and Saxon Court. 

15. Assure Health and Safety Management System 

15.1. The risk module was launched in 2021 and staff were encouraged to use the module 

for undertaking or reviewing their existing risk assessments and uploading them onto 

the system. It is a concern that the use of this module for this purpose remains low 

with several risk assessments being overdue for a review and refresh. Further work is 

taking place to improve this in the future through the new health and safety working 

groups. 

15.2. During the recent accident investigation training session, the use of Assure for 

undertaking and recording investigations was covered. 

16. Accident/Incident Reporting Analysis Q4 2021/22 

16.1. There were 31 incidents during this quarter, the highest since Assure has been in use. 

A detailed breakdown is appended to this report in Appendix 3. 

16.2. There was one RIDDOR reportable incident this quarter involving the child of a tenant.  

This involved the young child’s arm being trapped in a high-rise lift door as it opened 

on the ground floor for the occupants to get out. CCTV of the incident has been viewed 

and makes for difficult viewing; however, the main contributing factor appears to be Page 122



   
  
 

 

lack of parental supervision. The child appears to have not been badly injured and it 

is understood they were taken to hospital as a precaution by their parent. 

16.3. There have been several theft incidents reported on Assure where SCH staff and 

vehicles appear to have been deliberately targeted. This included one member of staff 

being dragged from their van and an attempted theft of a private car belonging to a 

member of staff.  

16.4. Abusive incidents continue to be reported, although the number reported is not 

thought to be representative of the actual number of incidents. 

17. Equality and Diversity Implications 

17.1. Equality and diversity are 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 Service 

    jane.carter@solihull.gov.uk 

     

Mark Wills, Health, Safety & Risk Manager 

    SMBC Health, Safety & Risk Service 

    mark.wills@solihull.gov.uk 

 

CONTRIBUTOR: Mike Brymer, Acting Executive Director for Asset Management 

and Development 

michael.brymer@solihullcommunityhousing.org.uk 
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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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 Project: Building Safety Compliance V1.0 

Home Standard – Key Compliance Framework 

 

Sponsor: Mike Brymer Project Lead: Faye Williams Date: 2021/22 QTR 4 

Home Standard – Current Performance (QTR 4) 

Compliance 
Activity 

Total Number of 
required 

Inspections 

Number out of 
compliance 

Overall Compliance 
performance 

Gas Safety 
Servicing 

8115 10 99.88% 

Annual Fire Risk 
Assessments 

38 0 100.00% 

Low Rise Fire Risk 
Assessments 

683 0 100.00% 

Asbestos 
Inspections 

701 0 100.00% 

Legionella 
Monitoring 

57 0 100.00% 

Passenger Lifts 
(LOLER) 

77 0 100.00% 

Electrical 
Inspections - 
Communal 

701 0 100.00% 

*Electrical 
Inspections - 
Residential 

9782 234 97.61% 

Other than those considered under exception reporting there were no 
significant issues with building safety compliance performance. 
 
*Non regulatory electrical inspections 234 out of compliance at Q4 with 28 
properties have never had an electrical inspection (33 at Q3) 

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. 

Building Safety Update  
 

Focus on Building Safety remains top priority for SCH, as we prepare for the Building Safety Bill, was reported to Parliament on 20th April 2022. 
A workshop is taking place on Friday 29th April facilitated by Housemark to compile a two year Building Safety Implementation Plan. The workshop session is 
designed to set out the framework of the new delivery plan, key requirements, and actions.  
 

It is proposed that the delivery plan is built based on: 

• Outstanding actions from the original Asset Management SIP 

• Actions that are business as usual activities 

• Additional actions in preparation for the emerging Building Safety requirements. 
 

The core themes listed below, will provide a starting point for the delivery plan in which to build on. 

• Staffing & Delivery Structure 

• Training & Competence 

• Data Quality 

• Policy & Procedures 

• Systems & Processes 

• Reporting & Assurance 

• Procurement 
 

System Progress 
Following the system health checks completed by Capita, several recommendations were made for system improvements and how we can achieve greater 
efficiencies out of the current Housing Management System. 
The following modules have since been purchased. 

➢ Compliance Module 
➢ Workflow Module 
➢ Additional licences for Total Mobile and DRS. 

The compliance module is first to be implemented and is due to be completed by end of May, followed by the Workflow module. 
 

Procurement  
We are currently working with Property Services to procure a new M&E contract. Work on the specification and tendering process has commenced with the 
selection questionnaire currently under evaluation from recent submissions. The new contract is due to be in place by November 2022. Contract requirements 
and specification are currently being finalised to ensure it meets future service needs in the context of scope, performance standards and value for money. 
 

Training  
Training has been high on the agenda for staff, not only for increasing skills and ability, but also for staff morale and continued professional development. 
Staff have successfully completed several courses throughout the year and a training programme is in place throughout 2022/2023. 
Below is a sample of courses which have been completed to date 

• Institution of Occupational Safety & Health (IOSH) Managing Safely 

• (FPA) CO8 Fire Risk Management in Residential Properties 

• (FPA) Fire stopping & compartmentation 

• (BRE) Fire Door Installation, repair & maintenance 

• (CORGI) Level 2 Award in Asset and Building Management Compliance 

• UKATA Asbestos Awareness  
 

Compliance Exception Reporting 
Gas Servicing 
At the end of Q4 there were 10 properties out of compliance. Four properties have since had their gas safety service completed.  
The remaining six properties are complex cases which require a multi-agency approach to gain access due to domestic violence, imprisonment and 
hospitalisations. Four of the properties have had legal statements prepared and are progressing through the legal route, with one receiving an injunction date 
of 27th April for access. The other three properties are awaiting a court date, where there is currently a six week backlog of cases. 
The remaining two properties are being supported by Neighbourhood services to gain access. One resident is currently in intensive care, an appointment has 
been secured with a family member to be present. The remaining property is due to have the tenant released from prison and a home visit will take place by 
29th April 2022 
 

Electrical Inspections 
There has been an improvement in performance at the end of Q4, compared to the end of Q3. 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. There were 64 properties that had not received 
an Electrical Inspection at the start of the financial year and this has been reduced to 28 (56%) by the end of the financial year.  
 

Dry Riser Inspections  
A quality issue was raised with the servicing and maintenance of the dry risers that were carried out by a third-party contractor. The systems were due to 
have their annual wet test, but only the six monthly interim visual inspections were carried out during August. Due to the concerns raised with the contractor 
over the quality and timeliness of providing certification the contract has been terminated. An exception report was authorised during November to 
commission a different specialist contractor to complete the work. All dry risers have received the correct servicing in January 2022, and those requiring 
remedial action have been completed March 2022.  
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Incident/Accident/Near Miss 

Reporting Statistics

Quarter 4 2021/22

January – March 2022

1
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Type of Incident Recorded Definition of Incident

Accidents

• Any unplanned event that results in injury or ill health

to employees and tenants, where SCH has 

responsibility for cause of accident.

Near Miss Events

• Any unplanned event that did not result in injury, 

illness or damage but had the potential to do so 

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 directly through 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 January

and 31st March 2022 (Q4 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. 

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

the Reporting of injuries, Diseases and Dangerous Occurrence Regulations 

(RIDDOR).

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

in the table below:

2
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Q4 2021/22 is the highest number of incidents (31) so far.
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4

Total number of Incidents by Type and Person Involved 

2

1

10

1

14

Person involved

Agency

Contractor

Employee

NA

Tenant

The NA refer to a near miss caused by Storm Eunice.

6
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Accident

Fire Incident

Near Miss

Property Security/Access

All Incidents
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Occupational Health 
and Safety

Incident Statistics Quarter 4 

January - March 2022

5
Page 133



6

Employee/agency and Other Incidents

Number of Employee Incidents

Responsive Repairs
(SCH)

3

Homelessness (SCH) 2

Neighbourhood Services
(SCH)

2

Estate Management Team
(SCH)

2

Estate Assistants (SCH) 1

Compliance (SCH) 1

Wellbeing Service (SCH) 1

Customer Engagement
(SCH)

1

Adaptions Minor (SCH) 1

3

2 2 2

1 1 1 1 1

The above charts shows a breakdown of employee/agency and other incidents 
by Directorate/Service Area/Team this Quarter.  A total of 14.

5

1

8

Number of Incidents Per Directorate

Asset Management & Business Development

Customer Service Transformation & Business Support

Housing & Communities (SCH)
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Employee/agency and Other Incident Breakdown

7

2

1

10

1

Agency

Contractor

Employee

NA

Count of records

Abuse/Threat/Violent
incident/Assault

5

Accident 5

Near Miss 1

Property Security/Access 3

0

1

2

3

4

5

6

Incident Type
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8

Verbal abuse 
(telephone), 3

Theft, 2

Physical assault , 
1

Contact With 
Sharp Object, 1

Verbal abuse 
(face to face), 1

Manual Handling 
Injury, 1

Hit By A Moving 
Vehicle, 1

Employee Incident breakdown

Employee/agency Incident Breakdown

The above charts shows a breakdown of employee incidents by cause this 
Quarter.  A total of 10. The breakdown below includes agency and others.

3

3

1

1

1

1

1

1

1

1

0 0.5 1 1.5 2 2.5 3 3.5

Theft

Verbal abuse (telephone)

Moving, Flying Or Falling Object

Hit By A Moving Vehicle

Verbal abuse (face to face)

Contact With Sharp Object

Physical assault

Manual Handling Injury

Unlisted type of accident

Fell On The Same Level

Employee/agency and other breakdown
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Employee/Agency Staff Summary Notes

Near Miss Reports

There were no staff related reported near misses this Quarter. 

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 were 5 reported incidents of violence and abusive behaviour to 

staff. 

Theft Incidents

There have been several theft incidents reported where SCH staff and 

vehicles have been targeted by thieves.

RIDDOR Reportable

There was no staff related RIDDOR reportable incidents this Quarter.

9

Note: the following is a summary list of significant incidents 

and accompanying management responses. 

Not all incidents recorded in the statistics are listed in this 

summary.
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Employee/Agency Staff - Incidents Summary 

No Date Service Area Type of 

Incident

Summary Management Response

1 4/1/22 Estates Asst Accident IP was removing a fly 

tipped mattress from a 

communal area on 

Green Hill Way. As IP 

was manoeuvring the 

wet mattress towards 

the van and as IP 

approached the van, IP 

misjudged the distance 

between their foot and 

the lowered tail lift 

causing the IP to fall 

backwards landing on 

their back. 

No medical treatment 

was sought but IP did 

have back pain for a 

few days afterwards.

IP to conduct his own risk 

assessment before 

tackling heavy items and 

assess whether 2 people 

are needed, be mindful of 

surroundings and take 

extra caution when 

operating/using the vans 

tail lift.

2 10/1/2022 Estate 

Management 

Team

Verbal Abuse Tenant verbally abused 

staff member

Staff member verbally 

abused over phone by an 

angry tenant. Support 

provide to staff member.

3 17/1/22 Homelessness Verbal Abuse Staff member verbally 

abused over the phone

The customer was given 

a warning at the time and 

call was terminated The 

case was passed to 

another staff member to 

manage.

4 25/1/22 Estate 

Management 

Team

Verbal Abuse 

and  

threatening 

behaviour

Staff member 

subjected to abuse as 

the tenant was the 

subject of a closure 

order

No further contact with 

tenant as vacated 

property due to subject of 

a closure order.

5 2/2/22 Responsive 

Repairs 

(Agency)

Theft ( this is 

one example 

of a number 

similar 

incidents)

Whilst on the car park 

picking up a sandwich 

the vehicle BW19 PXC 

was left unattended for 

5 minutes. then was 

broken into via the 

passenger fixed 

window a tablet was 

taken from the vehicle 

SCH have sent out 

reminders to all the 

operatives to make sure 

that they do not leave the 

devices within the vehicle 

on show or visible. Take 

them to the job or lock 

them in the rear of the 

van.

10
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Employee/Agency Staff - Incidents Summary 

No Date Service Area Type of 

Incident

Summary Management Response

6 28/2/22 Customer 

Engagement

Accident Whilst out litter picking and 

reaching into bushes to 

remove litter member of 

staff felt a sharp prick to 

their hand. Gloves were 

worn.

All staff to use a litter 

picker and wear gloves.

If litter is in a difficult or 

dangerous place that 

may cause you harm, do 

not try to pick it up

7 9/3/22 Homelessness Abuse 

possible 

attempted 

theft of 

vehicle

As staff member was 

walking back to their car 

(parked in Babbs Mill car 

park) from Endeavour 

House, they noticed two 

men standing next to their 

car. They had managed to 

unlock the staff members 

car and when challenged 

one of the men eventually 

drove off. The other man 

then tried to say the car 

was reported as 

abandoned and had no 

insurance. He continued to 

move towards the staff 

member to show them 

‘proof’ of this on his phone. 

The member of staff 

shouted at him to step back 

and eventually he walked 

off and verbally abusing 

me.

To be vigilant and aware 

when using the car park, 

to walk to the car park in 

pairs when returning to 

the car park and if 

possible to park on one 

of the roads next to 

Endeavour House.

10 10/3/22 Adaptions Theft and 

physical 

assault

Staff member was sitting in 

their van and someone 

walked past, pulled him out 

of the van and onto the 

ground. He then took their 

tablet and got into a car 

and sped off

No response – there 

seems to be a spate of 

thefts targeting SCH this 

Quarter.

11
Page 139



Building and 
Resident Safety

Incident Statistics Quarter 4 

January – March 2022
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Resident Safety - Tenant Incidents

13

1

14

2

Incident Breakdown

Abuse/Threat/Violent incident/Assault Accident Fire Incident

• There were 17 tenant incidents, 14 accidents, including one RIDDOR reportable 

involving a child’s arm getting caught in a high-rise lift door.

• There were 2 fire incidents reported onto Assure as a trial of the system. These 

two incidents both related to fires associated with cooking where the fire service 

was called, one in a high rise and one in a low rise.

8

2

2

1
1

Tenant Accidents by Type

Fell On The Same Level

Unlisted type of accident

Hit By A Moving, Flying Or
Falling Object

Entrapment

Non-work related medical
condition

The unlisted accident type refers to a vulnerable tenant who slipped and fell due to 

their condition. 
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Resident Safety Summary Notes

Near Miss Reports

There was only one near miss reported during Quarter 4 2021/22. This 

related to Storm Eunice.

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 were 1 reported incident of violence and abusive behaviour to a 

tenant from a contract cleaner. 

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 4 2021/22 continue to involve a 

slip, trip or fall of some description. A number involved a wet floor, in 

some cases left wet by cleaning contractors. 

RIDDOR Reportable

There was one RIDDOR reportable incident this quarter involving a 

tenant’s child.

Fire or Property Related Incidents 

There were 2 Fire Incidents reported on Assure this Quarter. This is a 

test to check if the Assure system is configured correctly for these 

incidents. Further work is needed on property address information.

14

Note: The following is a summary list of significant incidents 

and accompanying management responses. 

Not all incidents recorded in the statistics are listed in this 

summary.
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Resident Safety - Tenant Incidents Summary  

No Date Service 

Area

Type of 

Incident

Summary Management Response

1 4/1/22 Accident Tenant hit on head by falling 

branch

SMBC tree officer contacted, 

however determined tree in 

question not on SCH/SMBC 

land

2 Jan –

March 

2022

Neighbo

urhood 

Services

Accident A number of tenants at 

various addresses have fallen 

over on wet floors – cleaners 

had not put a wet floor sign 

out

Ongoing issue with poor 

performance of cleaning 

contractor. Contract up for 

review.

3 13/1/22 Accident Tenant fell possibly slipped 

on ice on ramp outside 

property at Menai Walk.

Medical conditions may have 

contributed to fall outside on 

ramp, possibly due to ice. Area 

not included in SCH gritting 

plan.

4 14/1/22 Accident Tenant slipped and fell on ice 

outside Westham House

Area was treated by Dodds 

operative who was working in 

the area at the time. This 

property is not on SCH gritting 

plan.

5 19/1/22 Verbal 

Abuse

Contract cleaner verbally 

abused tenant

Cleaner was dismissed by 

employer Wettons.

6 27/1/22 Accident Tenant tripped on slabs The path to the front/back 

garden was being installed but 

was delayed due to weather 

conditions. It was scheduled for 

completion on 07/02/22. The 

tenant was told to use the other 

entrance which has no hazards. 

The path had been dug out and 

SCH were in the process of 

laying slabs. While stepping up 

from the soil path onto the slabs 

she tripped and hurt her knee 

but couldn't remember when. 

Ideally the tenant who has 

mobility issues should have 

used the front door to access 

and egress from the house. 

There was no visible injury. 

Ideally SCH need to go back to 

jobs that have been started 

sooner if possible and use more 

barriers to barrier off hazards.

15
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Resident Safety - Tenant Incidents Summary 

No Date Service 

Area

Type of 

Incident

Summary Management Response

7 7/2/22 Accident Left Back entrance of 

Brookfarm Walk 

Communal Area to take 

Daughter out to the mini 

bus. Tenant says she 

went flying on a wet 

piece of cupboard and 

has pulled her stomach. 

Tenant had an operation 

around three weeks ago 

and is still recovering.

It appears that the reason behind the 

slip/trip/fall was the result of the 

waste and recycling bins not being 

collected for some time. Neighbour's 

are constantly dumping big boxes 

and toys within the bin area. causing 

the bins to over spill and gather 

around by the rear communal door. 

To be closely monitored for the next 

couple of weeks.

SMBC waste and recycling  have 

been requested to remove the 

excess side waste and cardboard 

from the communal bin area and 

Estate Assistant to remove any 

bulky items found so all area are 

kept clear from any obstruction. 

Further site visit planned to monitor.

8 14/2/22 Accident Tenant’s child slipped on 

broken floor tiles on to 

the small landing area, 

banging their forehead 

on the next set of steps.

SCH visited and found one of the 

floor tiles in the communal area was 

loose and had been removed in 

sections as you walked in the door. 

The tile that the tenant child slipped 

on was at the bottom of the stairs. It 

was recommended that low rise 

blocks have a regular inspection.

Estates Management commentary -

With regards to the mews flats we 

don’t check the standards of 

cleaning within these blocks, this is 

tenants responsibility  to keep the 

block in a respectful condition, 

These low-rise blocks are only 

normally checked when, an estate 

inspection is undertaken, however 

on the estate inspection the estate 

assistant would be only looking for 

untidy gardens/ Fly-tips within any of 

the gardens/rear or side alleyways. 

This would be tenants responsibility 

to report any defects to MST repairs.

9 18/2/22 Accident Tenant visiting grandson 

slipped and fell on wet 

floor. Water coning 

through leaking window 

possibly.

A job was raised to look at the 

window in the block as it allegedly 

lets in water when it rains. The roof 

had already been inspected to see if 

the water was coming from there it 

wasn't. The floor covering was 

unbroken.

16
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Resident Safety - Tenant Incidents Summary 

No Date Service 

Area

Type of 

Incident

Summary Management Response

10 28/2/22 RIDDOR 

Accident

Tenant’s child was 

travelling in lift to ground 

floor with parent and 

friend. Child was 

standing behind their 

mother against the lift 

door. When the lift doors 

opened the child's arm 

was dragged into the 

wall with the sliding lift 

door. The parent 

managed to free the arm 

of the child and they 

were taken to hospital 

with no lasting damage, 

fortunately.

The cause appears to be mainly 

down to lack of parental supervision 

of a young child. There are warning 

signs and audible warnings played 

when the lift doors open. The lift was 

checked after the accident and no 

faults were found.

CCTV footage of the accident have 

been obtained and attached to the 

accident record.

11 11/3/22 Accident/

property 

damage

Tenant was putting the 

car away, when closing 

the garage the door fell 

on to tenant and the car, 

causing a cut hand and 

hurt lower arm, plus 

damage to the car. 

The door frame came away from the 

brickwork that the garage door was 

attached to. 

It appears that the frame had been 

rotting over time without being 

reported. Garage team attended and 

secured garage. A new door and 

frame has been scheduled in. SCH 

believe that the tenant is claiming 

through their car insurance for 

repairs.

12 28/3/22 Accident Tenant fell on uneven 

surface in garden

The tenant fell on a part of the rear 

garden that has uneven concrete 

and soil not part of the path to and 

from the property. The area is close 

to the fence as per the picture with 

the plastic chair placed over it .We 

will arrange a job to remove the 

concrete hazard .

13 31/3/22 Accident Tenant slipped on wet 

floor left wet by cleaners 

and no ‘wet floor sign’.

Cleaning issues to be further 

discussed.

Cleaning contract is currently under 

procurement to ensure that relevant 

questions are asked at the interview 

stage with regards to how they will 

prevent accidents due to no wet floor 

signs and what their process will be 

in relation to allowing wet floors to 

dry naturally or will they be dried 

before leaving site?

17
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Resident Safety - Fire Incidents February – Test of Assure system

No Date Property 

Type

Type of 

Incident

Summary Management Response

1 14/2/22 High Rise Fire Cooking no injury  slight 

damage to a door.

Advice  issued by fire service

2 16/2/22 Low Rise Fire Cooking no injury 

damage

Advice  issued by fire service

18

Resident Safety - Property Damage Incidents

No Date Service Area Type of 

Incident

Summary Management Response

1 18/2/22 Compliance Storm 

damage

Two roof fan coverings had 

blown off the top of Birkbeck 

House.

One roof fan covering 

landed in the front garden of 

40 Guernsey Drive and the 

other one was blown onto 

the high rise roof itself. 

Fan coverings were 

returned and stored in a 

safe location.

SCH visited site with 

roofing contractor and 

made safe items left on 

the roof. 

Recommend all roof fans 

will need checking to the 

high rise buildings to 

ensure they have 

adequate fixings to 

withstand high winds once 

the storms blow over.

An email has been sent to 

get this sorted. 
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SOLIHULL COMMUNITY HOUSING 

BOARD MEETING 3 MAY 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 year end – 31 March 2022) 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, 
detailed in appendix A, where targets have not been met. 
     

3. Performance Monitoring 
 
3.1 This quarter there are 29 KPIs with 17 targets being met (green), four off 

target but within tolerance (amber) and eight where target missed (red). This 
is slightly worse than the last quarter when there were five amber and seven 
red. 
 

3.2 Improvements have been made with: WR15 – arrears as percentage of debt, 
with year-end target being achieved, and HO5 – homeless prevention/relief, 
with target being achieved in quarters three/four, and cumulatively for the 
year. 

 
3.3 The eight red issues are:  

 WB20 – net gain in paying wellbeing service users 

 AM1 – percentage of properties without valid gas certificate 

 AM20 – average days to complete response repairs 

 WB2 – major adaptations completed in timescale 

 VL1 – average void re-let time 

 VL13 – void rent loss 

 VL16 – number of lettable voids 

 CR34 – complaints responded to in timescale 
 

3.4 There is a continued focus on voids. Additional resources have been applied 
to the void process and this is starting to demonstrate an impact (e.g. 
reduction in the number of days to let a void property, from 34 in February to 
22 in March). 
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3.5 A full summary of performance of the KPIs where targets have been missed is 
attached at Appendix A. 

 
4. Customer Satisfaction 

 
4.1 Customer satisfaction (CSAT) is now embedded. Across the business, 13 

service areas are now covered, the data from which are amalgamated to 
provide the overall transaction rating (CR2) with the quarterly STAR tracker 
showing the perceptional rating (CR31). 
 

4.2 Acuity was commissioned to undertake a quarterly STAR tracker survey, 
commencing April 2021. The fourth quarter survey was undertaken in March 
2022. Overall satisfaction was 79%, an increase of 1% from previous 
quarters. The final figure for 2021/22 was 78%. 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 2021/22 as reported by HouseMark.  
 

4.3 The survey reveals that most measures show slightly increased satisfaction 
from the previous survey undertaken at the end of 2021. 
 
Areas of significant improvement: 

 Information on building safety (76%) 

 Communal areas (73%) 

 Opportunities to make views known (71%) 

 SCH listens to views (70%) 
 
 Unchanged: 

 Easy to deal with (81%) 

 Building safe and secure (83%) 

 Repairs (71%) 
 

Areas of deterioration: 

 Overall satisfaction (78%, down by 2%) 

 Quality of home (76%, down by 3%) 
 

4.4 Overall, expressed dissatisfaction with services is down by 1% to 13%, 
compared with 2021. Specific areas of dissatisfaction are: 

 

 Keeping communal areas clean and safe (22% dissatisfaction) 

 Repairs and maintenance service (20%) 

 Listening to views (17%) 

 Quality of home (16%) 
 
4.5 The full STAR survey report is attached at appendix B. 
 
5. Performance Framework 
 
5.1 The current backdrop to performance is the government’s proposals for 

significant change in social housing, including the introduction of a new suite 
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of mandatory national performance indicators. Preparations for these changes 
is well underway, underpinned by the work commissioned from HouseMark, in 
particular the development of a performance framework. 

 
5.2 The performance framework, which will take into account previous work 

carried out by the Board, will provide a platform to ensure SCH is in a strong 
position in relation to the regulatory changes. It will, of course, align closely to 
the existing delivery plan for 2022/23. 

 
5.3 The working timetable assumes the framework will be available in draft by the 

end of quarter one. Subject to the Board’s approval, it can then be adopted for 
reporting from quarter two onwards. 

 
6. Financial Implications 

 
6.1 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. 
 

7. Equality and Diversity Implications 
 

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

8. Risk Management Implications 
 

8.1 The risks arising from failing to meet specific targets such as not collecting 
income are included within the general risk management framework. 

 
9. Value for Money and Efficiency Considerations/Implications 

 
9.1 The expectation of SMBC is that we continue to deliver excellent services 

whilst delivering efficiencies. 
 
10. Tenant Involvement/Consultation 

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

 
11.1 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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EOY Mar 22

Ref Description Target Feb-22 Mar-22 YTD YTD trend

WB20 Net gain in paying Wellbeing service users 108 1 -7 33 -11

Headline summary: 

Action points:

AM1 Percentage of properties with valid gas certificate 100.00% 99.90% 99.88% 99.88% -0.02%

Headline summary: 

Action points:

AM20 Average number of days to complete repairs 7.50 11.29 11.06 10.73 0.03

Headline summary: 

Action points: • Additional agency staff have been recruited until June to assist with removing 

any delays in works outstanding.

WB2 Percentage of Major adaptation works completed on time 99.00% 100.00% 100.00% 84.74% 3.02%

Headline summary: 

Action points:

VL1 Average re-let time of voids - days 18 34 23 36 -1

Headline summary: 

Action points:

• We have been working in partnership with SMBC to raise awareness and develop the Wellbeing offer whilst also reviewing our SLA.                                                                                                                                                                                                               

• Drop-in TEC sessions have been completed with SMBC staff, which have proved to be very successful with those who attended, alongside the 

launch of the Wellbeing TEC catalogue and videos which has been circulated to SMBC staff TEC champions and is also accessible to the general 

public via the website.                                                                                                                                                                                                                    • 

Attending the SMBC conference in June.                                                                                                                                                                                                                                                                                                                                                          

• There is a TEC question which is now going to be included into all social care assessments on the ASC case management system to direct all 

social workers to think about TEC provision.                                                                                                                                                                                                                            

• We also have plans in place with ASC teams to continue to visit team briefs to demonstrate equipment and build SMBC staff knowledge and 

confidence with referring for TEC.                                                                                                                                                                                                                                                                      

• We are hoping that all of the above will help to drive an improvement in the numbers of SMBC funded referrals the service is receiving.

Exception report

• Continued focus to decrease number of voids and increase the  number voids repair works completed and handed over as FFL to TS team.                                                                                                                                                                                     

• Increase the number of monthly lettings.                                                                                                                                                                                                                                                                                                                                                        

• Analyse and identify trends for reasons for refusals or withdrawn offers. 

At the end of Q4 there were 10 properties out of compliance. Four properties have since had their gas safety service completed. The remaining 

six properties are complex cases which require a multi-agency approach to gain access due to domestic violence, imprisonment and 

hospitalisations. Four of the properties have had legal statements prepared and are progressing through the legal route, with one receiving an 

injunction date of 27th April for access. The remaining three properties are awaiting a court date, where there is currently a six week backlog 

of cases. The remaining two properties are being supported by Neighbourhood services to gain access. One resident is currently in intensive 

care, an appointment has been secured with a family member to be present. The remaining property is due to have the tenant released from 

prison and a home visit will take place by 29th April 2022.

Much  improved performance in March a decrease in void relet time from 34 day in February to 22 in March. However, the high level of 

refusals we have seen for some properties  have prevented further improvement to the end of year figures overall. 137 more lettings were 

achieved this year compared to 20/21.

• It is anticipated that service improvements will be realised in Qtr4. 

Jobs that were paused due to COVID have now been completed and are included in return. Paused days are counted after clarifying position 

with HouseMark and so this will increase the figure reported. Comparison with peers shows that across the sector average time has also 

increased and this should be reflected in the benchmark position. Access issues are contributing to delays in completing jobs. 

March had the highest number of new customers joining the service to date this year (49 in total with 45 of these being self-funders), however, 

this is offset against an unusually high number cancellations, some of these being generated as a result of the annual price increase in 

rent/wellbeing service charge letters being received by customers/families. The number of professional referrals received from Adult Social 

Care continues to be very low with only 4 received in March.

Continued improvement in March with all 38 completions on time, 84 completions in Qtr4 with only 1 late. Low number of completions make 

the target difficult to achieve with just 1 late completion resulting in target being missed.

• The new building and resident safety group will monitor ongoing compliance and the specific outstanding cases.
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Ref Description Target Feb-22 Mar-22 YTD YTD trend

VL13 Percentage of  rent loss due to voids 0.90% 1.72% 1.72% 1.72% 0.00%

Headline summary: 

Action points:

VL16 Number of Lettable voids 85 121 129 129 8

Headline summary: 

Action points:

CR34 Complaints resolved in timescale 90.00% 82.76% 100.00% 79.54% 1.62%

Headline summary: 

Action points:

NS1 Percentage of rent collected of rent due 98.00% 97.57% 97.57% 97.95% 0.38%

Headline summary: 

Action points:

NS9 Percentage of flatted blocks passing cleaning inspection 98.00% 92.04% 96.08% 97.81% -0.19%

Headline summary: 

Action points:

HO3 Average stay in temporary accommodation (Budget hotels) - days 10 10 13 22 -1

Headline summary: 

Action points:

CR5 Short term staff sickness days 4.00 4.01 4.23 4.23 0.22

Headline summary: 

Action points:

• Include the Team building on the 94% averages we are now completing with Mobysoft recommendations.

• Moving away from Fixed Term Tenancies will help to drive more enforcement action which is clearly necessary in some cases.

• Continuing to assist the Council with DHP spends to support those who need assistance, and to make improvements in line with the Rent 

and Arrears Audit .

Void numbers have reduced in Quarter 4. Properties identified for demolition are included in void rent loss with the redevelopment at 

Kingshurst there has been an increase in numbers held pending demolition. There has also been an increase in the number of difficult to let 

properties in supported schemes but also general need properties (particularly those with 50 year plus age criteria).

• Continue to reduce void numbers, therefore reducing rent loss. See VL16 

Voids arising in March increase from previous month (73) with 202 in Q4 compared to 171 in Q3. We have received a total of 753 voids 

compared to 561 last year, a 34% increase overall. This increase has been as a result of more tenants transferring out of our stock into RSL 

new builds and transferring within our own housing stock. More tenants moving into supported accommodation and back to family due to 

affordability issues. Other reasons for the current outstanding voids are the high level of refusals at 64 this month coupled with the high 

number of DTL properties. The majority being in supported schemes and other age related  properties (50+years) which despite marketing we 

have no demand.  We are also seeing increase in void adapted properties which could be connected to covid virus along with increase in 

deaths as reason for voids arising. 63 new lettings were completed in March which was below the trajectory figure to meet our KPI.  A 

further 6 lettings were completed in this month but required a tenancy start date in April as transferring tenants.      

• Continue to increase number of viewings and lettings.

• We are allowing bids for 1 & 2 bedroom need applicants on 2 bedroom DTL 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.

• Continue with marketing DTL properties in Castle Lane and Green Hill Way schemes as immediate lets on the SCH website/Social media also, 

including articles in the tenants news letter.

• Exploring other options use for extra care schemes/land which we are unable to let. This is a very competitive market with a high number of 

partners also unable to let extra care scheme voids.

• Continued working with Housing OT to find suitable customers for the void adapted properties, to make best use of stock. There has been a 

vacant post for Housing OT over the last 2 months which has resulted in a backlog of Housing Needs assessments being completed but a 

temporary  agency person has now been recruited.

Continued improvement in March with all 19 stage 1 complaints resolved within timescale.

• Across the organisation there is still a requirement for staff to update Open in real time and to record all contact with the customer and customer expectations. • We aim to carry out at least one desk top review of complaint handling each month.

Successful spring rent campaign, although target just missed an improvement on previous year. In terms of achieving the 98% target short 

of target by £23,423.74. Rent Arrears reduced by just under £284k over the rent free week which improved the overall arrears position 

significantly.  

The current cleaning contract is about to be renewed, the current contractor performance has tailed off during the last three months, several 

staff members have been moved off the SCH work due to poor performance.

• Issue of new contract expect standards to return to previous acceptable standards.

Average stay in budget hotel accommodation target met in Quarter 4. 68% of cases moved within the 10 day target, quarterly 

performance missed due to two complex cases with disabled adaptations required taking longer to move on.

• Working through TA Plan 2021/22 commitments and improvement actions.

• Diversification of TA portfolio.

• Working more upstream and on the prevention agenda.

Absence has increased to 4.23 days per employee from 4.01 last period. Overall absence has increased to 11.87 days from 11.42 with LTS has 

increased to 7.65 days compared to 7.41 days. SMBC comparator for this period is 10.81 average days lost per FTE, an increase from the 

previous month of 10.18. Mental Health is still the top reason for absence at 39% of time lost, which is an increase on last month of 38%.With 

leavers taken out the figure is 11.12 days pre FTE.
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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 150 telephone interviews that took 

place in March 2022. 

Over four-fifths of tenants gave permission for 

their landlord to see their individual answers with 

their names attributed (84%), with 97% 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 (79%) and there are 

more ‘very satisfied’ (48%) than ‘fairly satisfied’ 

(31%). Some 11% of tenants are dissatisfied with 

the services provided and a further 9% are 

neutral (neither satisfied nor dissatisfied).  

Figure 2.1: Satisfaction with overall services 

 

Change Over Time 

Satisfaction with landlord services has increased 

by 1% since the results of the previous quarter’s 

survey (Q3 21/22). However, it has still not 

returned to the height seen in previous years. 

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 CWOOD3 (100%), followed by SOL2 (93%) and 

SOL3 (88%) with the lowest in CWOOD1 (50%), all 

other areas satisfaction levels range from 72% to 

83%. 

Figure 2.3: Satisfaction with overall services by 

neighbourhood 
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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 (76%), and more are 

‘very satisfied’ (43%) than ‘fairly satisfied’ (33%). 

There are 15% of tenants dissatisfied with the 

quality of their home, while 9% 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 Q4 21/22 survey found that tenants rated 

the quality of the home 1% higher than in the Q3 

21/22 survey. This may be signalling the 

beginning of an upward trend in satisfaction. 

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?’ 

Nine out of ten tenants are satisfied with the 

safety and security of their home (91%) with 

three-fifths (61%) ‘very satisfied’. Few tenants are 

neutral on the issue (2%), while 8% 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 Q3 

21/22 survey, satisfaction has increased by 12% 

to 91%. This is the highest satisfaction level seen 

for the safety and security of the home since 

these surveys began. 

Figure 3.4: Satisfaction with the safety and 
security of the home over time 
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Neighbourhoods 

Tenants living in CWOOD3 are the most satisfied 

with the quality of their home (93%) and those in 

CWOOD2, CWOOD3 and CWOOD4 are the most 

satisfied with the safety and security of their 

homes (all 100%). Those in KHSW1 are the least 

satisfied with the quality of their home, 50% are 

satisfied and those in CWOOD1 are least satisfied 

with the safety and security of their home (64%). 

Figure 3.5: Satisfaction with the home and its 
safety by neighbourhood  

  

3.3 Building Safety 

When it comes to SCH keeping communal areas 

clean and safe, 84% of tenants are satisfied, 49% 

‘very satisfied’ and 34% ‘fairly satisfied’. 

Furthermore, 13% are dissatisfied and a further 

3% are neither satisfied nor dissatisfied. 

Satisfaction is a little lower (79%) that SCH gives 

tenants information on building safety and what 

their responsibilities are, although 12% are 

dissatisfied with the information received and 

10% are neither satisfied nor dissatisfied. 

Figure 3.6: Satisfaction with building safety 

  

Change Over Time 

As these questions were only introduced in the 

tracker surveys, 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 

remained the same and the rating for communal 

areas being kept clean and safe has increased by 

7%. 

Figure 3.7: Satisfaction with information and 
communal areas over time 

  

3.4 Resident’s Comments 

Tenants who are dissatisfied with any aspects of 

their home were asked to explain why. A total of 

48 comments were received, with day-to-day 

repairs attracting 10 comments, including those 

aimed at improving timescales to complete 

repairs and tenants wanting repairs covered in 

the service level. Safety and security issues were 

also mentioned in 9 comments, primarily door 

security in communal areas. 

The main subject areas of the comments are 

included below with the full text available in the 
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accompanying data files. 

Figure 3.8: Building safety/communal area 
comments 

Day-to-day repairs (10 comments) 

Timescales to complete repairs 5 

Repairs covered in service level 3 

Keep informed of repair progress 1 

Internal communications (repairs) 1 

Safety and security (9 comments) 

Door security in communal areas 4 

Intercom system 1 

Property broken into 1 

Gate security, locks 1 

People on site not residents 1 

Lighting (car park, communal) 1 

Property condition (4 comments) 

Damp / mould / condensation 2 

Roof repairs 1 

External property maintenance 1 

Neighbourhood problems (3 comments) 

Drug related issues 3 

Communications and information (3 comments) 

Communications (in general) 3 

Home improvements (2 comments) 

New doors or windows 1 

Property adaptations 1 

Grounds maintenance (1 comment) 

Bushes & hedges - maintenance / weeding 1 

Council, other agencies (1 comment) 

Lighting, street lighting 1 

Customer contact (1 comment) 

Return call / email 1 

Organisational policies (1 comment) 

Too financially focused 1 

Other (13 comments) 

Other 8 

General negative comment 2 

Not answered question 2 

No comment/suggestions 1 

Total 48 
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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 almost three-

quarters of tenants are satisfied with the repairs 

and maintenance service (74%). A fifth of tenants 

are dissatisfied with the service (20%) and a 

further 6% are neither satisfied nor dissatisfied.  

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. This follows a rise of 2% every quarter 

since Q2 21/22. The longer-term trend is now a 

little upward. 

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 CWOOD2 (100%) and 

SOL3 (88%) and the least in CWOOD1 and KHSW1 

(both 50%). Other areas range from 71% to 87% 

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?’. Over 

four-fifths of tenants (85%) are satisfied with how 

easy SCH is to deal with, with far more being 

‘very satisfied’ (57%) than ‘fairly satisfied’ (28%). 

However, there are 11% of tenants dissatisfied 

with the ease of dealing with the Association and 

a further 4% 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 

had 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, 

since Q2 21/22 it has been on the rise, and has 

risen 4% in the last quarter to a high point of 

85%. 

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 both CWOOD2 and 

CWOOD3 where all are satisfied, followed by 

those in SOL1 (94%). Least satisfied are those in 

KHSW1 where only 50% of residents are satisfied. 

Figure 7.3: How easy SCH is to deal with by 

neighbourhood 
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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 the same, 

both 72%. There are 14% of tenants dissatisfied 

with listening to views and 15% with the 

opportunity to make views known. A number of 

tenants, however, are neutral on this issue (14% 

for both measures). 

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, 
however, this has remained the same since the 
results of the previous survey. Satisfaction with 
tenants’ opportunity to make their views known 
has dropped by 2% 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 CWOOD2 (89%) the most 

satisfied with how SCH listens to their views and 

the most satisfied with the opportunities to make 

views known (89%).  

Least satisfied with listening to views are those in 

KHSW1 (50%) and are also least satisfied with the 

opportunities to make views known (25%). 

Figure 8.3: Satisfaction with communications by 

neighbourhood 
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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 
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comments were received with 3 being positive 

and 7 tenants having no comments or 

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. Comparison with Other Landlords 
Undertaking a satisfaction survey, based on a widely used standard question 

set, helps landlords to benchmark the satisfaction of their residents against 

other landlords with similar characteristics, such as size, type and location. 
 

 

Benchmarking provides a broader dimension than internal targets may offer, assisting both the landlord 

and any resident scrutiny panel in assessing performance levels and areas of improvement. The results 

from the SCH survey have been compared against residents from Housemark data and generally compare 

very well. 

When all residents are compared with the Housemark average, satisfaction with overall services is 4% 

below the median and falls into the third quartile, as does the quality of the home and satisfaction with the 

repairs service. Satisfaction with how SCH listens to views and acts upon them is some 5% above the 

median and in the second quartile, alongside providing a safe and secure home and SCH being easy to deal 

with. 

Figure 7.1: Comparison with other landlords (Housemark – All residents – September 2021) 
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9. Understanding Overall Satisfaction 
This section explores the differences in the relationship between the overall 

rating and individual ratings in an attempt to understand what is driving 

overall satisfaction at SCH. 
 

Key Services (Annual 2021/22) 

The vast majority of residents at SCH are satisfied 

with the overall rating for landlord services 

(78%). The chart shows that satisfaction at SCH is 

mostly in the mid-70s, with the satisfaction with 

the safety and security and SCH being easy to 

deal with higher still (83% and 81% respectively). 

However, satisfaction with listening to views is a 

little lower (70%) as is opportunities to make 

views know and the repairs service (both 71%). 

Figure 9.1: Satisfaction with key services for all 

residents  

 

Lower Levels of Satisfaction 

As demonstrated above, the survey found some 

areas with lower satisfaction and for SCH this can 

be taken to be where satisfaction falls below 75% 

(communal areas, repairs, opportunities to make 

views know and listening to views and acting). 

Dissatisfaction Levels (2021/22) 

Sometimes, where satisfaction is lower than in 

other areas, the remaining residents can be split 

between those who fall into the ‘neither satisfied 

nor dissatisfied’ middle ground and those who 

are actually dissatisfied. The difference between 

these two groups of residents is important – as it 

can signal areas where residents do not have 

strong opinions or, more worryingly, areas where 

a high percentage of residents are actually 

dissatisfied.  

The survey found a few areas with noticeably 

higher levels of dissatisfaction. There are some 

ratings where more than 15% of residents are 

dissatisfied at SCH and these should not be 

overlooked. These may be areas which SCH wish 

to investigate further. 

Figure 9.2: Dissatisfaction with key services for all 

residents  
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Subgroups 

It is possible to look at the results from the 

perspective of a number of different subgroups. 

Whilst it should be remembered that when you 

split results down the accuracy will be affected, it 

still gives a good indication of the main 

differences between the groups chosen. 

SCH operates over a number of different areas 

and here is relatively little difference between 

the areas but those in CWOOD4 tend to be a little 

more satisfied on average than many other areas 

and CWOOD1 residents are, perhaps, the least 

satisfied.  

When looking at age range, the survey tends to 

follow many other similar ones in that 

satisfaction increases with age, this is particularly 

evident with satisfaction with the quality of the 

home as the number steadily increases from 

youngest to oldest.  

In terms of satisfaction when it comes to number 

of bedrooms, those in 0-bedroom homes 

(bedsits) are a little more satisfied on average 

than others and considerably more satisfied than 

those in 2- and 3-bedroom homes. 

The tenancy length shows higher satisfaction 

with the longer standing residents but also on 

occasions with new residents to the organisation. 

This could be because residents are pleased to be 

offered a new home, but satisfaction then tails 

off after the first few years before picking up 

later; obviously the longer standing residents are 

also likely to be older so the age affect takes 

hold.  

Key Driver Analysis 

The table below shows that there are service 

areas which have a strong correlation with overall 

satisfaction. The analysis found a strong 

correlation with satisfaction with overall services 

and the repairs service, SCH being easy to deal 

with and SCH listening to views and acting upon 

them. Meanwhile, the quality of the home, 

having opportunities to make views known, 

having a safe and secure home and being 

provided information on building safety and 

responsibilities all have a moderate correlation. 

Satisfaction in other service areas have only a 

weak correlation with overall satisfaction. 

Figure 9.3: Correlation with overall satisfaction 

Service Area Correlation 

Repairs & Maintenance 0.67 

Easy to Deal With 0.65 

Listens to Views 0.65 

Quality of the Home 0.57 

Opportunity to Make Views Known 0.53 

Safe & Secure 0.51 

Information on Building 
Safety/Responsibilities 

0.50 

Communal Areas Clean & Safe 0.43 

Key: orange = strong correlation, yellow = moderate 

correlation and white = weak correlation 

Key driver analysis is useful to identify service 

areas in which increases in satisfaction could 

potentially lead to an increase in the overall 

satisfaction rating. As Figure 9.4 shows, the most 

important drivers for residents by far are SCH 

listening to views and acting upon them and the 

repairs service. SCH being easy to deal with, the 

quality of the home and communal areas being 

clean and safe are also significant drivers of 

overall satisfaction. 
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Figure 9.4: Key driver analysis – overall satisfaction and key services 

 

Effect of COVID-19 Pandemic 

As shown throughout this report, satisfaction from SCH residents has fluctuated largely, but is this to do with 

the landlord’s performance or part of a general trend?  

The chart below shows the Housemark overall satisfaction figures over a period of years. It shows a steady rise 

from 2007/08 to a peak in 2015/16 but since then satisfaction has steadied before starting to fall in the last 

two years. 

Figure 9.5: National comparisons  

 
The information from Housemark includes results from around 250 landlords across the country, whilst 

over the last three years, we at Acuity have been monitoring satisfaction levels from around 30 of our 

clients that undertake quarterly tracker surveys. This analysis does, to some extent, back up these findings. 

When looking at the average of the scores from these landlords the median result in Q1 19/20 for overall 

service was 82%, this stayed more or less the same during 2019/20 before peaking at 86% in Q1 20/21. 

However, since then satisfaction has steadily decreased down to 76% in Q2 21/22, and it has remained the 
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same in Q3 21/22. 

As satisfaction is based on perception rather than specific values, it can be affected by external factors and 

how positive people feel about their lives and many have been under considerable pressure over the past 

couple of years with the ongoing pandemic and the feeling of uncertainty in the future may result in lower 

satisfaction. In addition, most landlords have had to cut back on services, particularly repairs, staff are 

working at home and, arguably, not so visible and contactable so, again this can have an impact. 

This does, therefore, suggest that the fluctuation in some satisfaction measures in the current year for SCH 

is not unexpected and in the context of others the lower satisfaction levels are understandable. The general 

increases in Q4 of this year for many landlords may indicate a change of fortune, but we will have to see if 

this is sustained over the coming months. The organisation should not unduly worry about the changes, but 

equally not be complacent as there are areas that could be improved. As we are starting to come out of the 

pandemic, it will be interesting to see whether satisfaction levels start to recover in response or continue 

the current downward trend. It is also important to note that SCH has done incredibly well to maintain and 

even improve some of its high levels of satisfaction, especially during the past two years. 

Figure 9.6: Acuity monitoring of overall services 
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10. Conclusion 
The results from the recent STAR survey in Q4 21/22 demonstrates good 

satisfaction levels with most services at SCH.  

 

This is the fourth 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 Q3 21/22; overall 

satisfaction (79%) has increased by 1%. There is, 

however, higher satisfaction for safety and 

security (91%), SCH being easy to deal with (85%) 

and the communal areas being clean and safe 

(84%). 

Satisfaction was reduced on only one measures, 

the opportunity to make views known (down 2%) 

and remained the same for two measures, 

information on building safety and 

responsibilities and listening to views and acting 

upon them. 

There is some dissatisfaction with services, the 

highest levels found are for the repairs and 

maintenance service (20% dissatisfied), 

opportunities to make vies known (15% 

dissatisfied), the quality of the home (15% 

dissatisfied) and listening to views and acting 

upon them (14% dissatisfied). 

However, despite this dissatisfaction with some 

specific services, just 11% are dissatisfied with 

the overall services received from SCH.  

Neighbourhood Level 
On the whole, tenants in CWOOD2 and CWOOD3 

are the most satisfied when looking at the range 

of satisfaction measures. All tenants of CWOOD3 

are satisfied with the overall services provided by 

their landlord.  

On average, those in CWOOD1 and KHSW1 are 

the least satisfied with only 50% of CWOOD1 

tenants being satisfied with the overall services 

provided to them. 

 

 

Tenants’ Comments 
As expected, many of the comments focus on the 

repairs service, with improvements to the 

timescales to complete repairs suggested 

alongside increased safety and security, primarily 

door security in communal areas. 

Communications and information also attract a 

number of comments, tenants wanting SCH to act 

on their views and give feedback in addition to 

improvements to communications in general. 

Comparison with Other Landlords 
When all residents are compared with the 

Housemark average, satisfaction with overall 

services is 4% below the median and falls into the 

third quartile, as does the quality of the home 

and satisfaction with the repairs service. 

Satisfaction with how SCH listens to views and 

acts upon them is some 5% above the median 

and in the second quartile, alongside providing a 

safe and secure home and SCH being easy to deal 

with. 

Key Driver Analysis 
Key driver analysis found that the most important 

drivers for residents by far are SCH listening to 

views and acting upon them and the repairs 

service. SCH being easy to deal with, the quality 

of the home and communal areas being clean 

and safe are also significant drivers of overall 

satisfaction. 

Change Since the Previous Survey (Q3 21/22) 
Satisfaction has mostly increased or remained the 

same for the key measures apart from 

opportunity to make views known, down 2%. 

Figure 10.1 below shows the changes over time 

where the questions match. 

 

 

 

 

Page 173



 

 
Solihull Community Housing – STAR Q4 & Annual 21/22 - Page 18 

 

Figure 10.1: 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? 

4 
How satisfied or dissatisfied are you that SCH has given you information on building 
safety and what your responsibilities are? 

4a 
If you are not satisfied with how safe or secure your home is or with the info on 
building safety can you explain why? 

5 
How satisfied or dissatisfied are you that SCH keeps any communal areas associated 
with your home clean and safe? 

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? 

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? 

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 7 MARCH 2022 

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, Martyn Sargeant, Mike Brymer, 
Oliver Dodds, Jahnavi Jagadish, Mark Wills, Sarah Powell (RSM UK Audit LLP), 
Mary Moroney, Barbara Griffiths (Minutes)  
 
Apologies: Karen Cranley and Laura Mobley 
 

Summary of Committee Meeting: 

 
1. External Audit Plan: 

Sarah Powell presented the Audit Plan setting out the timetable for the annual 

audit with the fieldwork commencing on 9 May for two weeks. 

2. Building Safety Assurance 

We received a report setting out proposals to providing assurance around 

Building Safety and following discussion the Committee agreed to recommend 

the option of an external specialist carrying out a technical assessment and a 

midpoint review to monitor performance against the action plan. Audits will be 

carried out bi-annually with an annual midpoint audit.   

3. Monitoring Report of Internal Audit Work 2021/22 

We received the regular update on work of the Internal Audit team and noted the 

verbal updates on recent audits all achieving level 2 assurance levels: 

• Procurement 
• Housing Rents 
• Capital Expenditure 
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The review of Contract Management is still in in the planning process.   

We were notified of changes to the planned audits for 2022/23 including removal 

of the Asset Management audit due to the recent external reviews and adding 

audits of Safeguarding and the Wellbeing Service. We were reminded that Board 

members can request changes to the audit plan if they have any concerns about 

a service area. 

Although the review of Leaseholder Services received a Level 2 assurance, we 

reviewed the full report due to the particular interest of Committee members.  The 

main issue arising from the audit is the visibility of debt and high levels of debt for 

some individual accounts. We raised some additional questions relating to 

visibility of progress with collecting leaseholder debts and it was agreed that the 

Executive Director for Housing and Communities would provide full answers to 

the questions raised directly with Committee members. 

4. Risk Management and the Annual Governance Statement 

We reviewed the refreshed Corporate risk register which now has 9 high level 

risks and were pleased to note that Committee member comments had been 

incorporated into the risk register refresh.  We noted that work has now started to 

refresh the operational risk registers that sit below the corporate risks. 

We noted proposals for drafting the Annual Governance Statement (AGS) and 

timetable for assurance gathering for 2021/22 which is aligned to publish 

alongside the accounts. The AGS will come back to the Committee on 27 June 

for approval. 

5. Response to the Internal Audit of Procurement 
 

We noted that the latest audit of the service had achieved a level 2 assurance so 

it would not be necessary to bring back updates to every Committee meeting.  

However, it is good Governance and one of the recommendations from Internal 

Audit that this Committee have oversight of procurement. Moving forward the 

report will be retitled procurement update.  

6. Response to the Internal Audit of Repairs Service 

We noted the progress being made to implement the recommendations of the 
internal audit on repairs.  

 
7. Response to the Internal Audit of Contract Management 

We noted the ongoing work to implement the audit recommendations working  

collaboratively with SMBC and an external advisor.   The next phase will include  

random contract audits.  Contracts will be selected for audit by the external  

specialist based on a mixture of high and low value, recently procured and longer 

standing contracts and across all areas of SCH. 
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8. Strategic Contracts Procurement Update 

 

Board members will recall that the Council intend to re-procure two strategic 

partner framework contracts for building works and mechanical and electrical 

works. The first being Mechanical and Electrical. SCH officers are engaging in the 

procurement process to ensure our interests are considered in the tender process. 

The first of the two contracts to be procured is the Mechanical and Electrical with 

an aim to award the contract in June 2022.  An update will be brought to the next 

Committee meeting at the end of June. 

 

 

 

 

 

Nigel Page 

Chair of Audit & Risk Committee  

29 March 2022 
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SOLIHULL COMMUNITY HOUSING 

HUMAN RESOURCES, EQUALITIES & REMUNERATION COMMITTEE 

Chair’s Report from the Meeting held on 4 April 2022 

Recommendation for Full Board:  

The Board is asked to: 

(i) Note that proposals to remunerate Board members from 1 April 2022 

have now been approved by the Cabinet and allowances will be 

linked to the annual cost of living increase for employees. 

(ii) Note  that the rate of remuneration for the Chair of the Board has 

increased in accordance with proposals submitted to the 

Cabinet. 

(iii) Note the proposals for Board succession planning. 

(iv) Note the publication of the annual Public Sector Equality Duty and 

Gender Pay Gap reports. 

(v) Note the matters considered by the Committee. 

 

Board Members present at the meeting: Jenny Fletcher (Chair); Richard Hyde; 

Louise Tubbs; Chris Williams. 

Apologies: Nigel Page. 

Officers present: Martyn Sargeant; Fiona Hughes; Emma Birch; Mary Moroney; 

Karen Grant; Niku Mawby; Barbara Griffiths.  

 

Summary of Committee Meeting: 

1. Executive Director Update  

We noted the progress made with a number of workstreams including: 

Blended Ways of Working; PDRs; Learning and Development; Kickstart programme 

and apprentices; absence management; staff wellbeing; staff engagement; 

workforce planning and the pay award for 2021. 

2. Remuneration of Board Members  

We noted that the Council’s Cabinet met on 10 February 2022 and approved 

proposals to extend remuneration of Board members to include all independent and 

tenant members.  The Cabinet also delegated consideration to remunerate Council 

nominees to the SMBC Governance Committee which met on 29 March 2022.  We 

were advised that the Governance Committee was supportive of the same level of 

payments for Council nominees on the Board and also that in future Council 
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nominees will be serving ward Councillors.  The recommendations of the 

Governance Committee are to be referred to the Cabinet for final approval.  

 

Post meeting update: The cabinet met on 7 April and approved the 

recommendations of the Governance Committee. 

 

We noted the plan to increase the current level of remuneration to the Chair of the 

Board and the level proposed for the Chair of Audit & Risk Committee and Board 

members.  We reviewed proposals for the recruitment to the two vacant independent 

Board member positions including the make-up of interview panels. 

 

3. Board Succession Planning 

We reviewed the proposals for Board succession planning within the context of 

achieving compliance with good governance as set out in the National Federation of 

Housing Code of Governance which recommends a maximum of two terms of office 

(six years in total).    

4. Employee Wellbeing  

We reviewed the regular report on staff wellbeing including sickness absence, noting 

that a task and finish group has been set up to develop recommendations to 

strengthen absence management, both in terms of support for employees and 

management of the associated processes. 

5. Equalities Reports – Public Sector Equality Duty and Gender Pay Gap  

We formally reviewed the two annual equalities reports that had to be published by 

the end of March.  Due to the timing of the Committee meeting the draft reports were 

shared with members in advance and comments included in the final published 

documents. 

 

 

 

 

Jenny Fletcher 

Chair of Human Resources, Equalities & Remuneration Committee  

5 April 2022 
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SOLIHULL COMMUNITY HOUSING 
 

FULL BOARD MEETING: 3 MAY 2022 
 

REPORT OF THE INTERIM EXECUTIVE DIRECTOR OF ASSET MANAGEMENT 

AND DEVELOPMENT 

DOMESTIC SMOKE AND CARBON MONOXIDE ALARMS – REGULATORY 
REQUIREMENT 

 
 

1 Purpose of the Report 
   
1.1 To provide SCH Board with an update on the response to the announcement by 

DLH&C to mandate for installation of Domestic Smoke and Carbon Monoxide Alarms 
in Social Housing.  
 

2 Recommendation 

2.1  SCH Board is recommended to: 

 
i. Note – The actions planned in response to the announcement.  

3 Introduction  

3.1 Following on from the Consultation, DLH&C have announced that they are going to 
mandate for the installation of Domestic Smoke and Carbon Monoxide Alarms. The 
pending announcement will require for every property to have installed at least one 
smoke alarm on every storey of the residence and install carbon monoxide detectors 
in every room with a fixed combustion appliance (excluding gas cookers).  
 

3.2 In terms of the current position on the Solihull Social Housing Stock, progress to 
date, is that 30% of properties have carbon monoxide detectors. All properties have 
a single smoke alarm and around 35% have a smoke alarm on each storey.  All of 
the 37 High Rise Blocks have a smoke detector fitted. The 7 High Rise Schemes 
designated for Fire Safety purposes as ‘Specialist Blocks’ (as listed below) are 
having smoke alarms fitted in accordance with the LD1 requirements.  
 

 Block Name Postcode Majority Clientele 

1 Wedgewood House B37 6PX Over 55 

2 Westham House B37 6PT Over 55 

3 Woodbrooke House B37 7UT Vulnerable inc Disabilities 

4 Redwood House B37 6HB Vulnerable inc Disabilities 

5 Kingsgate House B37 5PX Elderly 

6 Warwick Court B37 7TW Over 55 

7 Chester Court B37 7TN Over 55 
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 The LD1 system installed throughout the dwelling, incorporating detectors in all 
circulation spaces that form part of the escape routes from the dwelling, and in all 
rooms and areas in which fire might start, other than toilets, bathrooms and shower 
rooms.  

 The remaining 30 High Rise Blocks will be fitted with LD2 system. A system 
incorporating detectors in all circulation spaces that form part of the escape routes 
from the premises, and in all rooms or areas that present a high risk of fire to 
occupants.  Also new build properties have had a requirement for a hard wired 
smoke alarm since 1992. 

 

3.3 As highlighted above, a ‘one size fits all’ does not always apply and consideration 
will be given to how we meet the needs of our diverse customer base both in terms 
of the alarms that are fitted and the approach that we apply to monitoring and 
maintenance. The SCH Inclusive Services Register will help to guide us with this 
approach.  
   

3.4  There are primarily two options that have been identified to carry out this additional 
requirement by the Autumn: 
 

1. Compliant Option – To comply with the Government’s mandate for both 
battery operated smoke and carbon monoxide alarms in social homes over a 
30 week period £488,514. 
 

2. British Standard (5839-6 and BS EN 50292) Option – to carry out works in 
accordance with the current appropriate British Standards including the 
installation of hard wired smoke alarms along with a battery carbon monoxide 
alarm over a 30-week period £1.697 million. 

 

3.5 Option 1 has been titled as a compliant option based on what is currently known 
about the new requirements. In the Government’s response to the consultation 
regarding the use of the British Standard, it has stated that the detecting equipment 
will need to be compliant with British Standards and it will review the guidance on 
positioning for installation purposes. There is not a requirement, currently, for 
installations to be carried out in accordance with the entire British Standard. Note 
that reasonable adjustments will be applied to vulnerable customers based on need. 

 
3.6 In order to take action to meet the impending requirements SCH are working with 

Dodd Group (our Principal Contractor for mechanical and electrical services) on a 
two stage installation programme to fit the appropriate number of smoke alarms and 
carbon monoxide detectors in the short term, this will be implemented as part of 
routine empty property works alongside a separate planned programme to cover the 
remaining properties. The funding for Option 1 will be enabled via the use of the 
Building Safety allocation within the agreed Housing Capital Programme for 2022/23. 
This will have an impact on reducing other Capital Investment safety works planned 
for the year such as the fitting of replacement fire doors (a programme will still take 
place but on a reduced scale). Note that the Housing Capital Programme for 2022/23 
has already been reduced by £1.6million to fund the shortfall in the Sprinkler 
Programme following the change in British Standard. 
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3.7 Moving forward with future capital investment programme works over the course of 

the Asset Management Strategy, SCH will explore the financial viability of 
introducing the British Standard approach into the specification of the electrical 
improvement works programme. 
  
 

REPORT AUTHOR:   Mike Brymer 
Interim Executive Director of Asset Management 
And Development 

     michaelbrymer@solihullcommunityhousing.org.uk 
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Dear all, 
 
NEW SMOKE AND CARBON MONOXIDE ALARM REQUIREMENTS  
 
I would like to start by thanking those of you who have already taken steps to keep your 
residents safe through improved building safety measures. 
 
As leaders of stock-holding local authorities, ALMOs and housing associations, you may be 
aware that my department published our Social Housing White Paper in November 2020. 
The White Paper made clear our intention to transform the regulatory regime in the social 
sector, by strengthening protections for social residents in a number of areas, including 
safety measures.  
 
The White Paper sets out actions we are taking to ensure residents feel safe and have a 
clear route to redress. This includes speeding up access to the Housing Ombudsman 
through the Building Safety Bill, ensuring there is greater transparency and learning through 
the Ombudsman publishing decisions and spotlight reports, and the new Complaint Handling 
Code. We have also launched a second awareness campaign, so residents know their rights 
and are confident in how to complain and escalate where needed. Landlords have a vital role 
in this work and we are grateful for everything they have done so far.  
 
Alongside the White Paper, we launched a consultation on proposals to mandate smoke and 
carbon monoxide alarms in social homes. I am writing to you to provide an update on the 
outcome of this consultation and next steps for landlords. I recognise that there have been a 
number of announcements affecting the sector on building safety recently, and I am very 
keen to ensure that you are aware of these upcoming changes and understand the 
importance of acting on them. 
 
In November we announced that we will press ahead with our proposals to mandate both 
smoke and carbon monoxide alarms in social homes. Alarms are shown to save lives and it 
is vital that residents in our homes are protected by them. The changes, subject to 
parliamentary approval, will mean social landlords must: 
 

• Install at least one smoke alarm on every storey of their homes; and 

• Install carbon monoxide alarms in every room which contains a fixed combustion 
appliance (excluding gas cookers) 

 

 
  
  
To: All Council Leaders in England, 
CC: Chief Executives, 
National Housing Federation,  
G15,  
Northern Housing Consortium, 
Chartered Institute of Housing, 
Local Government Association 
  

 
Eddie Hughes MP  
Parliamentary Under-Secretary for  
Rough Sleeping and Housing 
 
 
Department for Levelling Up, Housing and 
Communities  
4th Floor, Fry Building 
2 Marsham Street 
London SW1P 4DF 
 
Email: Eddie.Hughes@levellingup.gov.uk 

 
 
9 March 2022  
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TEMPLATE FRAMEWORK – NOT TO BE USED FOR SUBMISSION 
OF DRAFT ANSWERS 

 
More detail on the changes and what you will need to do can be found with our consultation 
response here. 
 
We want to bring forward these changes as soon as practicable, once the regulations are 
made in Parliament. This is a crucial measure for residents’ safety, and the timeframe has 
been informed by the responses to our consultation: a clear majority of respondents were in 
favour of regulating without delay. We are working at pace to bring these changes in, which 
could be as soon as Autumn 2022. I will write to you again in the coming months once the 
regulations have been laid, to provide clarity on the exact date they will come into force. 
 
I am writing to you today to strongly encourage you to begin installing alarms without delay. I 
welcome the positive action of those who have already installed alarms, and encourage 
others to act early too. I am sure you will agree that installing these alarms now is the right 
thing to do to make sure residents are protected as soon as possible. It is important that I 
make you aware that, should the legislation be approved by parliament, any landlord found to 
be in breach could be fined up to £5000. As such, it is vital that your organisation prepares 
for these changes now.  
 
These changes are part of the Government’s ongoing reforms to make sure everyone’s 
home is a place of safety. We are committed to delivering a much-needed overhaul of the 
building safety system, making sure that residents are safer in their homes now, and in the 
future. Our Building Safety Bill will deliver improvements across the entire built environment. 
It will strengthen oversight and protections for residents in high-rise buildings. It will give a 
greater say to residents of tall buildings and toughen sanctions. Shortly, we hope to see the 
Bill complete its passage through Parliament so that we can progress with these once-in-a-
generation reforms. 
 
If you have any questions, you can contact the team of officials overseeing the review at 
smokeandcarbonmonoxide@levellingup.gov.uk.   
 
I trust this information is helpful and thank you for your engagement on this important matter. 
 
Yours ever, 

 
     EDDIE HUGHES MP 
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Full Board 

Forward Plan 

 

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 Mike Brymer 

  Kingshurst Village Centre – Build Contract Fiona Hughes 

  Solihull Home Options Office Accommodation Surjit Balu 

 

Tuesday 7 June 2022 (2 pm – 5 pm) 

Board training session – Building Safety /Energy Sustainability 

 

 

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 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 & Risk Committee Meeting on 27 
June 2022 incorporating Statutory Accounts 

Nigel Page/ 
Sam Gilbert 

  Review of Standing Orders Mary Moroney 

 

Tuesday 4 October 2022 (12.30 pm – 8 pm) 

Board Away Day - Budget Setting /Delivery Plan  

    

 

Tuesday 8 November 2022   

  Quarter 2 2022/23 Performance Exception Report Martyn 
Sargeant 

  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 

TBC 

Date produced – 5 April 2022  
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  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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