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STRATEGIC AIM:  Safety First – homes and neighbourhoods

Delivery Objectives

• 	 Ensure all homes 
	 meet 	building safety 
	 and compliance 
	 statutory 
	 requirements

•	 Take a proactive 	
	 approach to tackling 	
	 damp and mould

•	 Respond within  
	 appropriate 
	 timescales to any 
	 safety concerns 
	 raised

•	 Deliver excellent 
	 health and safety 
	 practice for 
	 customers and staff

•	 Ensure effective  
	 safeguarding of 
	 children and adults 
	 at risk

•	 Work with partner 	
	 agencies to:

	 •	 Deliver clean, safe  
		  and secure 
		  and thriving 
		  neighbourhoods

	 •	 Proactively support 
		  people experiencing 	
		  domestic abuse

	 •	 Provide an effective 
		  ASB service

Five year objectives and outcomes 2026-31

Outcomes

• 	 Properties meet 
	 all current legal and 
	 regulatory 
	 requirements

•	 Significant reduction 
	 in cases of damp and 
	 mould

•	 Customers feel safe 
	 in their home

•	 Health and safety 
	 culture is embedded

•	 Strong referral 
	 mechanisms in place 
	 where safeguarding 
	 concerns are 
	 identified

•	 Communal areas are 
	 safe and welcoming

•	 Increased levels of 
	 enforcement action 
	 against perpetrators 
	 of ASB and victims 
	 feel supported

•	 People experiencing 
	 domestic abuse have 
	 access to appropriate 
	 support and advice

Delivery Actions

• 	 Embed C365 	  
	 compliance  
	 management  
	 software

•	 Deliver scheduled 
	 programme of stock  
	 condition surveys

•	 Develop Building  
	 Safety Delivery 
	 framework

•	 Drive improved 
	 performance

•	 Enhance Building 
	 Safety Engagement 
	 Strategy

•	 Damp and mould 
	 cases are identified 
	 and responded to

•	 Initiate a trial to test  
	 and evaluate property 
	 monitoring sensor 
	 technology

Annual delivery actions and indicators

Indicators

Compliance and 
building safety checks 
completed within 
timescales including:

•	 Fire risk assessments

•	 Gas safety checks

•	 Electrical  inspections

•	 Lift inspections

•	 Asbestos 
	 re-inspections

•	 Water risk 		
	 assessments

•	 Follow on actions 
	 completed within  
	 timescale

•	 Percentage reduction 
	 in reported damp and  
	 mould cases 
	 (year-on-year)

•	 Percentage of 
	 reported DMC cases 
	 resolved within target 
	 timeframe

•	 Percentage of 
	 tenants who feel safe 
	 in their home

•	 Percentage 
	 completion of 
	 mandatory health 
	 and safety training

•	 Percentage of 		
	 tenants satisfied with 	
	 handling of ASB
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STRATEGIC AIM:  Homes to be proud of

Delivery Objectives

• 	 Grow the social 	
	 housing stock 		
	 through new build 	
	 and acquisition

•	 Intelligence-led 
	 investment in the 
	 housing stock 
	 including the use of 
	 new technology

•	 Improve the energy 
	 efficiency of our 
	 homes

•	 Deliver continuous 
	 improvement 		
	 in the repairs and 	
	 maintenance service 	
	 rebalancing from 	
	 reactive to planned

•	 Improve the 	  
	 efficiency and 
	 effectiveness of the 
	 District Heating 	
	 System

Five year objectives and outcomes 2026-31

Outcomes

• 	 An increase in the 
	 number of social  
	 homes

•	 Investment decisions 
	 are guided by robust 
	 long-term planning.

•	 Customers live in 	
	 safe, warm and 	
	 healthy homes

•	 Effective, efficient  
	 and timely 
	 repairs and planned 
	 maintenance service

•	 Increase customer 
	 confidence and usage 
	 of District Heating 
	 System

Delivery Actions

• 	 New build schemes 
	 to start on site and 
	 planning permission 
	 secured for future 
	 schemes

•	 Develop data and 
	 customer insight 
	 led 5-year capital 
	 investment plan

•	 Deliver the agreed 
	 Capital Programme

•	 Deliver our 
	 Repairs Continuous 
	 Improvement Plan

•	 Review the Asset 
	 Management 
	 Strategy

•	 Deliver planned 
	 improvements to the 
	 District Heating 	
	 System

Annual delivery actions and indicators

Indicators

• 	 Number of new 
	 homes built or  
	 acquired per year

•	 Percentage of homes  
	 meeting the Decent 
	 Homes Standard

•	 Percentage of 
	 homes meeting 
	 Energy Performance 
	 Certificate band C or 
	 above

•	 Percentage of repairs 
	 completed within 
	 target timescales

•	 Percentage of 
	 tenants satisfied with 
	 the repairs service

•	 Percentage of 
	 tenants satisfied with 
	 communal areas
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STRATEGIC AIM:  Customers at the heart of all we do

Delivery Objectives

• 	 Deliver services 	
	 which are accessible 	
	 and tailored to the 	
	 needs of customers

•	 Ensure our customers  
	 have a strong and 	
	 influential voice

•	 Continuously 		
	 improve by learning 	
	 from challenges 
	 and when things 
	 go wrong

•	 Strengthen 		
	 communications 	
	 to keep customers 	
	 informed

•	 Promote tenancy 	
	 sustainability through 	
	 targeted customer 	
	 support

•	 Support partnership 	
	 work on socio-	 
	 economic and 		
	 health inequalities  
	 and prevention 	
	 through effective 	
	 collaboration and 	
	 signposting 

Five year objectives and outcomes 2026-31

Outcomes

• 	 Customers are highly 	
	 satisfied with the 	
	 quality of service

•	 Tenants can easily 	
	 access services 	
	 through digital 	
	 channels driving a 	
	 shift from telephone 	
	 to online access

•	 Services are delivered 	
	 right first time 		
	 leading to a reduced 	
	 volume of complaints

•	 Tenants are actively 	
	 involved in shaping 	
	 services

•	 Tenancies are 	  
	 successfully 		
	 maintained over time

Delivery Actions

• 	 Launch a new 
	 customer portal

•	 Develop incentives to 	
	 encourage channel 
	 shift

•	 Analyse and learn 	
	 from complaints to 	
	 drive improvements 	
	 in service delivery

•	 Implement refreshed 	
	 Engagement Strategy

•	 Roll out a programme 	
	 of Mystery Shopping

•	 Review our 	  
	 approach to   
	 customer 		
	 communications

•	 Identify support 	
	 organisations for 	
	 proactive and early-	
	 stage referrals

•	 Review of repairs 	
	 communication 	
	 based on customer 	
	 feedback

•	 Embed enhanced 	
	 tailoring service 	
	 approach across 
	 the business

Annual delivery actions and indicators

Indicators

• 	 Percentage of 
	 tenants satisfied with 	
	 the overall service

•	 Percentage of 		
	 tenants satisfied 	
	 with the repairs and 	
	 maintenance service

•	 Percentage of service 	
	 requests made 	
	 through digital 	
	 channels

•	 Percentage reduction 	
	 in inbound telephone 	
	 calls

•	 Percentage reduction 	
	 in volume of 		
	 complaints

•	 Percentage of 		
	 tenants who say we 	
	 listen to and act on 	
	 views

•	 Tenancy sustainment 	
	 rate after 12 months

•	 Reduction in 		
	 communication 	
	 issues as a driver of 	
	 dissatisfaction with 	
	 repairs
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STRATEGIC AIM:  Support & Value Team SCH

Delivery Objectives

•	 Equip our teams for 	
	 the future

•	 Invest, engage and 	
	 develop our staff

•	 Invest in a strong 	
	 organisational culture  
	 and effective 
	 leadership 

•	 Support staff 
	 wellbeing

•	 Embed a 
	 collaborative, 
	 high-performance 	
	 culture built on 	
	 accountability

Five year objectives and outcomes 2026-31

Outcomes

•	 Staff are engaged and  
	 confident in 		
	 delivering our vision 
	 and purpose

•	 Leadership is strong 
	 and effective with 
	 appropriate 
	 succession planning

•	 Staff feel supported 
	 to look after their 
	 physical and mental 
	 health

•	 High levels of 
	 individual, team 
	 and organisational 
	 performance are 
	 achieved

•	 SCH is diverse and 
	 inclusive, reflects the 
	 community served 
	 and where all feel 
	 respected and valued

Delivery Actions

•	 Develop workforce 
	 plan

•	 Deliver plans to 
	 ensure managers 
	 and leaders meet 
	 requirements of 
	 the Competence and 
	 Conduct Standard

•	 Invest in digital 
	 literacy skills

•	 Develop and design 
	 a talent pool 
	 including early talent 
	 pathways

•	 Review and simplify 
	 the Performance & 
	 Development Review  
	 process

•	 Support and develop 
	 internal staff 
	 networks

•	 Increase knowledge 
	 of wellbeing offer 

•	 Deliver Equality, 
	 Diversity & Inclusion 
	 Action Plan

Annual delivery actions and indicators

Indicators

•	 SCH meet the 
	 requirements of the  
	 Competence &  
	 Conduct Standard for  
	 Social Housing

•	 Percentage of staff 
	 who say SCH has 
	 a strong vision and 
	 purpose

•	 Percentage who are 
	 inspired by vision and 
	 purpose

•	 Voluntary staff  
	 turnover

•	 Sickness absence rate

•	 Percentage of 
	 Performance &  
	 Development 
	 Reviews completed 
	 on time

•	 Gender and ethnicity 
	 pay gap
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STRATEGIC AIM:  Building a stronger organisation

Delivery Objectives

•	 Develop an  
	 integrated approach 
	 to Risk, Performance,  
	 and Financial  
	 Management

•	 Continuous  
	 improvement in  
	 Data Quality, Insight, 
	 and Compliance 
	 Frameworks

•	 Drive value for money 
	 through effective 
	 procurement and 
	 contract management

•	 Enhance operational 
	 effectiveness through 
	 streamlined  
	 processes and 
	 improved workflow

•	 Maximise Funding 
	 and Investment 
	 Opportunities

•	 Comply with 
	 regulatory obligations

Five year objectives and outcomes 2026-31

Outcomes

•	 Integrated reporting 
	 enables early 		
	 identification of 
	 issues and informed  
	 decision-making

•	 High-quality data is 
	 actively used to 
	 inform both strategic 
	 and operational 
	 decisions

•	 Robust data 
	 governance and 
	 compliance systems 
	 are embedded

•	 Performance and 
	 resource utilisation 
	 are optimised

•	 New funding streams 
	 and partnerships 
	 are secured to 
	 support strategic 
	 priorities

•	 Positive regulatory 
	 endorsement

Delivery Actions

•	 Deliver rolling 
	 programme of risk 
	 management reviews 
	 through Audit & Risk 
	 Committee, 
	 Executive and Senior  
	 Leadership teams

•	 Deliver Knowledge, 
	 Information and Data 
	 Management (KIDM) 
	 Strategy Action Plan

•	 Ongoing 
	 development and 
	 delivery of solutions 
	 via the Netcall Create 
	 platform

•	 Embed building 
	 safety compliance 
	 management  
	 software (C365)

•	 Continue to 
	 strengthen and 
	 expand our 
	 partnerships and 
	 collaborative work

•	 Deliver Regulation 	
	 Improvement Plan

Annual delivery actions and indicators

Indicators

•	 Organisational and 
	 corporate 
	 performance 
	 dashboards in place

•	 KIDM action plan 
	 on track

•	 No. of new business 
	 solutions delivered  
	 via Netcall Create

•	 Successful outcome 
	 from regulatory 
	 consumer standards 
	 inspection 
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Key performance indicators 
for 2026/27

Customer & Corporate 
Services Dashboard

2025/26 Q3 
Actual

2025/26 
Target

2024/25 
Actual

Benchmark 2026/27 
Target*Median Quartile 1

CH01a
Stage 1 
complaints per 
1,000 properties

TSM MI 36.87 N/A 43.02 44.80 28.60 N/A

CH01b
Stage 2 
complaints per 
1,000 properties

TSM MI 6.98 N/A 5.43 4.80 7.60 N/A

CH02a

Complaints 
resolved in 
timescale 
(Stage 1)   

TSM MI 86.96% 85.00% 73.57% 81.80% 93.90% 90.00%

CH02b

Complaints 
resolved in 
timescale 
(Stage 2)

TSM MI 92.65% 96.00% 86.79% 82.70% 97.90% 96.00%

TP01

Overall 
satisfaction 
with services 
provided by 
SCH

TSM P 77.85% 80.00% 77.18% 68.50% 74.80% 78.00%

TP06

Satisfaction 
that SCH 
listens to and 
acts upon 
tenants' views

TSM P 66.57% 71.00% 67.18% 57.20% 64.70% 70.00%

TP07

Satisfaction 
that SCH keeps 
you informed 
about things 
that matter to 
you

TSM P 73.89% 79.00% 76.58% 69.10% 74.30% 77.00%

TP08

Satisfaction 
that SCH treats 
me fairly and 
with respect

TSM P 82.83% 85.00% 83.85% 74.80% 80.30% 85.00%

TP09

Satisfaction 
with SCH's 
approach 
to handling 
complaints

TSM P 34.12% 45.00% 37.84% 31.30% 36.80% 40.00%

CR2
Overall 
satisfaction 
(transactional)

SCH KPI 87.60% 87.00% 85.69% N/A 87.00%

CR36 Contact centre 
ASA SCH KPI 327 210 273 280 210

Q3 performance tracking to target Q3 performance within tolerance of target Q3 performance not on target**
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Housing Services Dashboard YTD 
Q3**

2025/26 
Target

2024/25 
Actual

Benchmark 2026/27 
Target*Median Quartile 1

NM01 ASB cases per 
1,000 properties 

TSM 
MI 24.24 0.00 22.84 37.40 23.00 N/A

NM01a
ASB cases per 
1,000 properties 
(Hate Crime)

TSM 
MI 0.31 0.00 0.41 0.60 0.20 N/A

TP10

Satisfaction 
that SCH keeps 
communal areas 
clean and safe

TSM P 72.08% 70.00% 66.67% 63.10% 69.60% 72.00%

TP11

Satisfaction 
that SCH makes 
a positive 
contribution to the 
neighbourhood 

TSM P 69.89% 74.00% 74.74% 62.00% 67.90% 70.00%

TP12
Satisfaction with 
SCH’s approach to 
handling ASB

TSM P 55.26% 60.00% 59.58% 57.20% 61.40% 60.00%

VL13 Percentage of rent 
loss due to voids

SCH 
KPI 1.12% 1.25% 1.28% 2.1% 1.25%

New
Percentage of 
dwellings vacant 
but available to let

SCH 
KPI 0.86% N/A 0.80%

New Average relet time 
(all)

SCH 
KPI 63 days 72.7 days 60 days

WR15
Current tenant 
arrears as % of 
rent debit 

SCH 
KPI 3.40% 3.50% 2.75% 2.8% 3.20%

New

Average stay in 
temporary 
accommodation 
(adult only 
households) - days

SCH 
KPI N/A 120

HO1a

Average stay 
in temporary 
accommodation 
(families with 
children) - days

SCH 
KPI 252 95 183 N/A 250

HO5

Percentage 
of homeless 
approaches where 
prevention or relief 
achieved

SCH 
KPI 57.22% 60.00% 49.06% N/A 58.00%

New
Total households 
in temporary 
accommodation (all)

N/A Tracking 
measure

New

Total households 
in temporary 
accommodation 
with children

N/A Tracking 
measure
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Asset Management Dashboard YTD 
Q3**

2025/26 
Target

2024/25 
Actual

Benchmark 2026/27 
Target*Median Quartile 1

RP01

Homes that do 
not meet the 
Decent Homes 
Standard 

TSM MI 1.73% 2.00% 2.36% 3.20% 1.10% 1.75%

RP02a

Repairs 
completed 
within target 
timescale 
(emergency)  

TSM MI 91.94% 95.50% 91.83% 94.90% 98.90% 95.00%

RP02b

Repairs 
completed 
within target 
timescale 
(nonemergency) 

TSM MI 81.41% 85.00% 81.61% 84.00% 90.80% 85.00%

TP02
Satisfaction with 
repair in the last 
12 months

TSM P 79.06% 80.00% 77.90% 71.80% 77.90% 80.00%

TP03

Satisfaction 
with time taken 
to complete the 
last repair

TSM P 80.22% 76.00% 80.17% 67.50% 75.60% 80.00%

TP04
Satisfaction that 
home is well 
maintained

TSM P 73.72% 80.00% 74.10% 68.10% 74.30% 75.00%

New

Percentage of 
homes with an 
EPC rate of C 
or above

76.00%

10 Annual Delivery Actions & Indicators 2026/27



100.00%

*TSM benchmark based on 2024/25 all local authorities results (published by Regulator of 
Social Housing); other benchmarks based on median performance from 24/25 Housemark 
benchmarking (English LA’s & ALMO’s (excl. London) 5k-15k units.

Building Safety & Compliance 
Dashboard

YTD 
Q3**

2025/26 
Target

2024/25 
Actual

Benchmark 2026/27 
Target*Median Quartile 1

BS01

Percentage of 
properties with 
valid gas 
certificate 

TSM MI 99.96% 0.00% 99.90% 99.90% 100% 100.00%

BS02

Percentage non-
domestic assets 
covered by a valid 
FRA

TSM MI 100.00% 0.00% 0.00% 100% 100% 100.00%

BS03

Percentage 
known asbestos 
locations 
reinspected within 
benchmarked 
period (communal 
areas)

TSM MI 100.00% 0.00% 0.00% 100% 100% 100.00%

BS04

Percentage of 
relevant water 
installations 
covered by a risk 
assessment

TSM MI 100.00% 0.00% 0.00% 100% 100% 100.00%

BS05

Percentage 
communal 
passenger lifts 
that require 
a thorough 
examinations 
(LOLER)

TSM MI 100.00% 0.00% 0.00% 100% 100% 100.00%

TP05 Satisfaction that 
home is safe TSM P 79.15% 81.00% 80.07% 74.30% 79.90% 80.00%

AM1b

Percentage 
domestic 
properties with 
a satisfactory 
Electrical 
Installation 
Condition Report  

SCH KPI 98.28% 0.00% 0.00% 96.19% 100.00%

DM1

Percentage 
Damp and Mould 
inspections 
completed within 
timescale

Awaab's 
Law 90.38% 0.00% 79.86% N/A 100.00%

DM2

Percentage 
Damp and 
Mould remedials 
completed within 
timescales 

Awaab's 
Law 51.75% 0.00% 32.30% N/A 100.00%

AM1k

Percentage 
of fire safety 
remedial actions 
completed to 
timescale    

SCH KPI 45.87% 80.00% 68.21% N/A 100.00%

New

Percentage 
of follow-on 
compliance 
actions 
completed on 
time

SCH KPI N/A 100.00%

11solihullcommunityhousing.org.uk



Get in Touch
 

Join us on social media:

facebook.com/solihullcommunityhousing

solihullcommunityhousing

Solihull Community Housing

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

Website: www.solihullcommunityhousing.org.uk

Typetalk:  18001 0121 717 1515
0121 717 1515Phone:


