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1. Introduction

Creating safe, healthy and good quality homes and
communities for our customers

Our plan focusses on getting the basics right and
making sure our services work well for the people
who rely on us.

SCH faces many of the challenges which housing will face
over the five years of this plan. We will prioritise making
best use of limited resources to ensure our customers are
safe and that the homes they live in are of good quality.
We know how important a safe and comfortable home is
for our customers and their families.

We also recognise that we can not do everything by
ourselves. We aim to do the basics well and work closely
with our partners, and in particular Solihull Council, to
make sure people get the support they need.

Of course, challenges also bring opportunities.
Technology, and in particular, artificial intelligence

is developing rapidly. This gives us opportunities to
rethink how services are delivered in ways which bring
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efficiencies, improve customer service and free
up resources for other priorities.

As you would expect, our customers have played

a significant role in helping us to shape our vision

and delivery plan. Our '‘Big Conversation’ consultation
event with customers took place in the autumn of
2025. We were able to speak face to face with more
than eight hundred residents. It was a great chance to
talk about different vision statements and hear what
matters most to our customers when it comes to our
aims and objectives.

SCH Board Chair

2. About us

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

SCH's Board is made up of tenants, councillors

and independent people chosen for their specialist
skills and experience. The Board is supported by a
committee structure. Tenants and leaseholders are
involved in the scrutiny process.

SCH manage around 10,000 properties and employs
almost 300 staff.

The operating environment for the social housing
sector has seen a range of new challenges since SCH
introduced its previous vision in 2020. Significant are
the changes to the legal and regulatory framework. The
Building Safety Act 2022 has raised the bar in terms of
the legal and operational responsibilities for building
safety, particularly in relation to high rise buildings.
Awaab's Law has introduced new legal requirements

in relation to emergency hazards including damp and
mould.

The Social Housing (Regulation) Act 2023 enabled the
Regulator of Social Housing (RSH) to introduce a more
proactive and interventionist Consumer Regulation
regime which took effect in April 2024. It includes a
grading system informed by periodic inspections and
strong powers of enforcement and sanction for the RSH.

The Housing Ombudsman has raised its profile
significantly in recent years with a corresponding
increase in the number of complaints received by
social housing organisations and the volume of
maladministration cases found by the Ombudsman.

Together, these changes have increased the level of
scrutiny faced by the sector whether from tenants, the
wider community, regulators and the media.

The new regulatory environment has inevitably created
cost pressures for the sector. This has coincided with
other challenges posed by labour shortages and

cost inflation which are particularly prevalent in the
construction, maintenance and building safety sectors
which are themselves very significant drivers of spend
for social housing organisations. Further changes -
both known in terms of electrical safety regulations
and the new competency standards designed to
increase the professionalisation of the sector and
unknown - Decent Homes 2 all come with a price tag
that will create additional pressures in the future.

We live in a time of political volatility which may require
some flexibility in terms of our priorities should there be
a change in the policy environment nationally or locally.

We have a number of key stakeholders:

«  Our customers - tenants, leaseholders and
the public

+ Solihull Metropolitan Borough Council - both
as the sole shareholder and as a partner in
providing aligned services for Solihull

+  Our employees - who are integral to the
successful delivery of services

. Otherlandlords

Our performance is reported to our Board,
which meets quarterly. The Council oversees
our performance through a Quarterly
Monitoring Board which is chaired by the
Cabinet Member for Housing.

SCH support for the Solihull
Council Plan

As an ALMO, our work at SCH is closely aligned
with the work of Solihull Council and in support
of the Solihull Council Plan 2025-30.

The Solihull Council Plan has seven ambitions:

+ The right conditions for everyone to thrive

+ Services that people need in the right place
at the right time

+ Children and young people have the best
possible outcomes

+ Adults are supported to maximise wellbeing
and independence

+ A vibrant economy with improved access to
opportunities

+ Opportunities and fairer outcomes by acting
on climate change

+ An attractive and aspirational place

We work closely with the Council across a range
of priorities including housing delivery, decent
and safe homes and supporting those affected
by homelessness. Our specific contributions
are reflected in our strategic aims, delivery
objectives and outcomes.
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Our Strategic Vision 3. Our Strategic Aims

We have identified five strategic aims which set out our broad goals over
the life of this plan. Our strategic aims are supported by five key business
strategies as illustrated in the diagram below.

Create safe, healthy and good quality homes and
communities for our customers.

Our Values

S Strategic Aims 2026 - 2031
Achieving together

Respect

Transparency

Safety first

Customers at Support &
the heart of value Team
all we do SCH

Building a
stronger
organisation

Homes to be

- homes & proud of

neighbourhoods

At SCH we believe that the impact we make is maximised by what we do and how we do it. We describe
below the way our values, behaviours, systems and culture shape how we operate.

We are inclusive

We are committed to
creating an environment
where our customers and
staff feel valued, heard,
and able to be their true
selves. We embrace
diversity, challenge
discrimination and meet
our obligations under
equalities legislation.
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We listen

We actively listen to our
customers, staff and
other key stakeholders.
We recognise that this is
a crucial building block
to support the delivery
of excellent services.

We meet our
regulatory obligations

We ensure we meet

the requirements of

the Regulator of Social
Housing's Consumer
and Rent Standards

and with the Building
Safety Regulator's
requirements under the
Building Safety Act 2025.

ity
\ociz

=
We care about
the environment

We are committed

to environmental
sustainability in all that
we do and support the
Council's ambition to
be net zero in council
operations by 2030.

t
C S
@ﬁ |

We are evidence led

We use robust data,
insight, and measurable
outcomes to help

us make informed
decisions, improve
services, and deliver
better outcomes for
our customers and
communities.

We are supportive - The
family and friends test

We treat our customers
as we would want
members of our own
family or friends to

be treated - with
fairness, respect and
understanding.

(L 1
L\
We take ownership and
accountability (for our
customers & others)

We take ownership by
seeing tasks through to
completion, resolving
issues proactively, and
ensuring our actions
consistently support
positive outcomes

for customers and
colleagues.

Our Strategies

solihullcommunityhousing.org.uk
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4. Our Delivery Objectives
and Outcomes 2026-31

For each of our strategic aims we have provided a short narrative alongside key delivery objectives and high
level outcomes that we want to achieve over the five years of our plan. These are set out over the following
pages. Each year we will produce a set of delivery actions and targets that set out the things we plan over
the year to help achieve our delivery objectives and outcomes.

STRATEGIC AIM: Homes to be proud of

Good quality, affordable housing is about so much more than a place to live. It can provide safety, security
and support good mental and physical health. This impacts positively on wellbeing providing a stable
foundation for people to build their lives and contribute to society.

STRATEGIC AIM: Safety First - homes and neighbourhoods

The first duty of any housing provider is to ensure that the safety of our customers, communities and staff
is paramount.

At SCH we want to manage homes people can be proud of. This means investing in our existing homes to
ensure they are warm, healthy, in good condition and meet modern standards. We are also committed to
working with the Council to increase the supply of new affordable and social housing that is environmentally
sustainable.

At SCH, we aim to foster a proactive health and safety culture. This means ensuring that all properties meet
current safety standards for gas, electrical and fire safety, asbestos management, water hygiene (legionella),
and lift safety. We are committed to having robust systems in place for regular inspections, maintenance,
and timely repairs. Our responsibilities are not confined to building safety. We seek to ensure that the safety
of customers and staff is considered in how we design and deliver all our services and take reasonable

steps to mitigate any identified risks. We want our neighbourhoods to be clean, safe well maintained and
welcoming places to live. We take a responsive approach to tackling anti-social behaviour and hate crime as
well as supporting those suffering from domestic abuse.

Delivery Objectives Outcomes

Grow the social housing stock through new build An increase in the number of social homes

and acquisition Investment decisions are guided by robust

Intelligence-led investment in the housing stock long-term planning.

including the use of new technology Customers live in safe, warm and healthy

Improve the energy efficiency of our homes homes

Effective, efficient and timely repairs and

Delivery Objectives Outcomes L :
planned maintenance service

Deliver continuous improvement in the repairs
and maintenance service rebalancing from

reactive to planned Increase customer confidence and usage of

Ensure all homes meet building safety and o :
District Heating System

compliance statutory requirements

Properties meet all current legal and

regulatory requirements
J i Improve the efficiency and effectiveness of the

Significant reduction in cases of damp District Heating System

Take a proactive approach to tackling damp
and mould

and mould

Respond within appropriate timescales to any Customers feel safe in their home

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

SCH Strategic Vision and Delivery Plan 2026 - 2031

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

solihullcommunityhousing.org.uk



STRATEGIC AIM: Customers at the heart of all we do STRATEGIC AIM: Support and value Team SCH

One of the important lessons from the Grenfell Tower tragedy was the failure to listen to residents. Our people are our most important asset. They are key to ensuring we achieve our ambitions and deliver an
Concerns and complaints were often ignored, and individuals felt they were not treated with dignity or excellent experience for our customers.
respect. Subsequent national research confirmed that these experiences were widely shared among social

housing residents across the country. At SCH, we are determined to ensure our teams are equipped to meet future challenges and opportunities.

We recognise the importance of investing in staff development, enhancing and developing leadership skills and

At SCH we are fully committed to putting our customers at the heart of everything we do in support. This in ensuring that colleagues feel engaged and supported. Creating a diverse organisation where employees are
is key to our ambition of delivering an excellent customer experience. We consider the impact on our encouraged to look after their wellbeing, where they feel they can be the best versions of themselves and which
customers in every decision we make, every service we deliver, and every change we make. In practice, this is built on a culture of performance and accountability are key ingredients for success.

requires that we listen, learn, engage and co-design solutions. Our aim is to ensure that we focus on what

our customers value most and to provide inclusive services that are simple to access and can be tailored to Delivery Objectives Outcomes

meet individual needs where appropriate.

+ Equip our teams for the future Staff are engaged and confident in delivering

Delivery Objectives Outcomes our vision and purpose

Invest, engage and develop our staff
Leadership is strong and effective with

Invest in a strong organisational culture and appropriate succession planning

effective leadership

Deliver services which are accessible and tailored Customers are highly satisfied with the

to the needs of customers quality of service Staff feel supported to look after their

Support staff wellbeing physical and mental health

Ensure our customers have a strong and Tenants can easily access services through
influential voice digital channels driving a shift from telephone

. Embed a collaborative, high-performance culture High levels of individual, team and
to online access

. . . i ili organisational performance are achieved
Continuously improve by learning from built on accountability 9 P

o Ty Services are delivered right first time leading

. SCH is diverse and inclusive, reflects the
to a reduced volume of complaints

community served and where all feel

Strengthen communications to keep customers Tenants are actively involved in shaping respected and valued

informed services

Promote tenancy sustainability through targeted Tenancies are successfully maintained over

t. t ti of g o .
OIS SEEROr e STRATEGIC AIM: Building a stronger organisation
Support partnership work on socio-economic

and health inequalities and prevention through A robust approach to corporate governance is at the heart of ensuring organisational resilience and
effective collaboration and signposting underpins strong operational performance and delivery of priority outcomes.

At SCH we are committed to ensuring appropriate systems of oversight and assurance at all levels - from our
Board through to operational management. This means proportionate decision-making structures and clear
roles and responsibilities all underpinned by taking a rigorous approach to performance, risk and financial
management. It also means that we invest in our data and compliance frameworks.

Building a stronger organisation also means recognising the importance of working closely with the Council and
other partners as well as taking a proactive approach to identifying and securing potential funding opportunities.

Delivery Objectives Outcomes

Develop an integrated approach to Risk, Integrated reporting enables early

Performance, and Financial Management identification of issues and informed
. . . . decision-making

Continuous improvement in Data Quality,

Insight, and Compliance Frameworks High-quality data is actively used to inform

both strategic and operational decisions.
Drive value for money through effective

Robust data governance and compliance
procurement and contract management

systems are embedded

Enhance operational effectiveness through Performance and resource utilisation are
streamlined processes and improved workflow optimised

Maximise Funding and Investment Opportunities New funding streams and partnerships are
secured to support strategic priorities.

Work in partnership with the Council and comply
with regulatory obligations Positive regulatory endorsement

SCH Strategic Visionand DelivenuPlan 202655203 solihullcommunityhousing.org.uk 11
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5. Corporate assurance

Governance

SCH is an Arm's Length Management Organisation (ALMO) established in 2004 to deliver housing
services on behalf of Solihull Council, the company’s sole shareholder. The running of the company is
overseen by the board of directors, comprising the chair and members drawn from three constituencies:
tenants, Council nominees and independent members. The Board is supported by a Committee structure

which is illustrated below.

SCH Board

Finance
Working Group

Audit & Risk Performance &
Committee Safety Committee

Customer Remuneration
Committee Committee

The Board has signed up to the National Housing Federation's Code of Governance (2020) as a mechanism
to self-assess against a recognised industry standard. This provides assurance, both internally and externally,
that SCH is operating to the highest standards of governance. Self-assessments against the Code are carried

out annually.

Finance

As an Arm's Length Management Company Solihull
Community Housing's primary source of revenue
funding is an annual management fee drawn from
Solihull Council's Housing Revenue Account. In
addition, separate funding is received for other
services which we provide on behalf of the Council
such as our Homelessness service. Capital funding
is also generated primarily from the Housing
Revenue Account, which allows for borrowing up to

a certain limit to fund stock growth and investment.

Additional funding sources include accumulated
HRA reserves, Right to Buy (RTB) receipts, and
external grants from organizations like the West
Midlands Combined Authority (WMCA) and Homes
England. The capital program is used for new
builds, property acquisitions, and significant
improvements, such as the sprinkler program

and cyclical envelope works.

Both SCH and the Council have plans in place to
deliver a balanced medium-term financial strategy
for both SCH and the Housing Revenue account.

Risk

SCH places a strong focus on ensuring risk
management forms part of business-as-usual
activity and promotes a risk aware culture across
the organisation. We operate a formal risk register
hierarchy which facilitates oversight and escalation
where appropriate. Our risk hierarchy includes
risks we share jointly with the Council and our own
corporate risk register. The Board maintains strategic
oversight of risk with more detailed oversight
through the Audit and Risk Committee. The
Executive Leadership Team and Senior Leadership
Team review risk on a regular basis.
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Health and safety Information governance

SCH has two operational health and safety groups, SCH's approach to information governance is

each chaired by an Executive Director. The first underpinned by policy, guidance and training.
focuses on occupational health and safety, and the This includes a full suite of policies based on
second on buildings and residents. Those groups the information security standard BS ISO/IEC
report to the Safety Leadership Group, chaired by 27002:2013. SCH is supported by the Council's
the Chief Executive. The Board receives a quarterly Information Governance team to ensure it

health and safety report from the Council's Health, meets all its obligations in relation to Freedom of
Safety and Risk Manager, whose team provides Information and Subject Access Requests. There is
professional support to SCH. a healthy culture of reporting any data breaches,

and investigations identifying future process
improvements are reviewed by both the Council and
the relevant Executive Director.
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Get in Touch

Join us on social media:

n facebook.com/solihullcommunityhousing

solihullcommunityhousing

@ Solihull Community Housing

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House

Meriden Drive
Solihull B37 6BX

Phone: 01217171515
Typetalk: 18001 0121 717 1515
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