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Introduction

Welcome to our latest Voice of the Customer report.

This report is all about listening to what you have to tell us - I
the good and the bad.

As the person on the SCH Board who looks after complaints,
my job is to make sure your voice is heard at the very top of

our organisation. When things go wrong, it isn't enough for us ]’
to just ‘fix the problem’ and move on. We need to understand '
why it happened so we can stop it from happening again. o= . a%e

In this Voice of the Customer report, we look at:

« What you are telling us: What do you tell us in surveys, engagement
activities and through complaints and compliments

« What we’ve learned: What has your feedback taught us about how we need
to change?

e Our promise: To treat every resident with respect and to be honest when we
get things wrong.

To make sure we continue to do this as effectively as possible, we have recently set
up our new Customer Experience Committee (CX), and | am delighted to share that
our very first meeting is scheduled for September. This resident led committee will
give us a dedicated space to scrutinise feedback, challenge where we fall short, and
keep your experiences at the heart of our decision-making.

In addition, | am incredibly proud that we have once again officially achieved Tpas
accreditation. This is a major milestone for SCH, demonstrating our commitment to
meeting the absolute best standards in tenant engagement and ensuring your voice
genuinely drives everything we do.

| hope you enjoy this edition of the Voice of the Customer.

Susan Buckley
Tenant Board Member
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Communication and coordination when carrying out your
repairs. We are carrying out a full review of repairs

communication to look at how we can make improvements.
J
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Tenant Satisfaction Measures (TSM) have increased this
quarter. We have seen a decrease in satisfaction when you
have a repair or call the contact centre. We are reviewing
repair communication which is the main driver for your
dissatisfaction.

Lots of work has gone into providing more opportunities for
you to tell us what is working and what isn’t, help set priorities
and design services. This has been reflected in an increase
in satisfaction in this area. Thank you for such positive
feedback!

- J

\steps are being taken to rectify this in the future.

We received more complaints this quarter, compared to the
same time last year. Stage 1 complaints have improved
timeliness. Stage 2 complaints have had more late
complaints due to the acknowledgement letter being late,

(
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We receive lots of compliments as well as complaints. They
are really helpful as they tell us where we are doing a good
job.

You told us that sometimes we don’t do as well as we should
when repairs are complicated. As a result, we have produced
a toolkit for staff and allocated a single point of contact for
complex cases.
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Customer Satisfaction

The Regulator of Social Housing (RSH) assesses how well social housing landlords

in England are performing in providing quality homes and services. This includes the
Tenant Satisfaction Measures (TSMs). We regularly ask a sample of residents what

they think of our services. This is what you told us this quarter:

Q1 Q2 Q3 Q4 Q1

TSM Question 2025/26 2025/26 2025/26 2025/26 2026/27

Overall service provided by Solihull
Community Housing (SCH) 73.79% | 80.00% |[79.73% |78.62% | 81.08%

SCH provides a home that is well
maintained 69.93% | 76.06% | 75.17% |72.03% | 70.59%

SCH provides a home that is safe 75.18% | 80.00% |82.27% |79.56% | 81.82%

SCH keeps these communal areas
clean and well-maintained 65.22% | 77.78% | 73.85% | 67.95% | 70.58%

Overall repairs service from SCH
over the last 12 months 78.26% | 83.52% | 75.53% |76.74% |80.21%

Time taken to complete your most
recent repair after you reported it 80.00% | 84.44% |76.34% | 80.00% | 80.85%

SCH listens to your views and acts
upon them 66.37% | 64.04% |69.44% |71.43% | 75.89%

SCH keeps you informed about
things that matter to you 72.65% |72.44% |76.72% |79.51% | 79.49%

SCH treats me fairly and with
respect 79.69% |85.93% |82.71% |84.56% | 85.19%

SCH's approach to complaints
handling 23.53% | 45.83% |37.04% |36.67% |47.37%

SCH makes a positive contribution
to your neighbourhood 65.26% |69.47% |74.71% |71.08% | 72.63%

SCH's approach to handling anti-
social behaviour 57.35% |49.28% |60.38% |52.00% | 58.33%




We also ask you about your particular experience when we deliver services such as
repairs, when you speak to our customer contact advisors, or if you are a new
tenant. These are called transactional surveys. This is what you told us about your
overall satisfaction with specific services, this quarter:

Q1 Q2 Q3 Q4 Q1
Area of Service 2025/26 2025/26 2025/26 2025/26 2026/27
Repairs 95.72% 92.92% 87.16% 89.29% 88.98%
New tenants 81.25% 94.29% 85.71% 82.22% 78.57%
Contact centre 81.14% 85.23% 84.17% 80.46% 78.95%
Homelessness
service 70.73% 65.91% 71.11% 63.33% 70.21%
Building safety and
compliance 95% 87.50% 98.28% 93.33% 93.18%
Aids and
adaptations 90.91% 82.61% 94.29% 100% 93.55%
Money advice 90% 100.00% 90.91% 100% 100%
Wellbeing service 93.75% 92.31% 100.00% 100% 84.21%

What did we learn? What have we done?

There has been an increase in perception
satisfaction across most areas. This is
great to hear!

This does not mean we will be complacent.
We are carrying out further analysis on our
TSM results to ensure that all groups are
accessing our services fairly.

We have seen a decrease in satisfaction
when you have a repair carried out by
SCH.

We have carried out more analysis and
can see that this is largely driven by gaps
in communication and coordination. We
are carrying out a full review of our repairs
communication in conjunction with
residents.

We can also see that there has been a
decrease in your satisfaction when you
make a call to the contact centre.

We have recently reviewed how we
resource the contact centre to reduce call
waiting times. We have also introduced a
call back facility to make the experience
better for customers. Further
enhancements to our digital forms of
communication are currently being
developed.




Engagement Activities

In each edition of this report, we will highlight some of the
feedback you have given us, or outcomes from the SCHape
Panel reviews. In this edition, the spotlight is on wellbeing

calls.

Residents tell us
whether they have
vulnerabilities or
additional needs
and this helps us
tailor services to
meet those needs.

SCHape Panel

During the recent
heatwave, we used
this information to
contact over 500
residents who may be

more at risk from the
hot weather, to check
if they were ok, and
find out if they needed
any additional support.

%

SCHAPE

Residents Panel

Solihull Community Housing
Achieving Performance Excellence

During the calls
we were able to
assist a resident
to access urgent
medical help, and
a number of
others to access
support from
family or other
organisations.

The Resident SCHape Panel have reviewed SCH’s compliance with the Consumer
Standards. They reviewed the SCH self-assessment and asked our resident mystery

shoppers to check elements of service delivery. This included:

¢ Review of website accessibility and ease of finding information
e Use of online forms and efficiency of responses
e Various queries through the contact centre

e Review of the new SILS service

e Review of estates and environmental services information

The Panel found that the self-assessment was accurate and the action plan, when
implemented, will address gaps in meeting the Consumer Standards.

The Panel have a forward plan for the next 12 months:

e Engagement framework — August to September 2026
e Void standards — October to December 2026

e Management of ASB — January to March 2027

e Contractor relationships — March to May 2027

If you have any thoughts on areas you would like them to review, please email
engagement@solihullcommunityhousing.org.uk
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Customer Experience Committee

The new Customer Experience Committee has been appointed. The committee is
made up of eight residents and one independent Board member. It is chaired by a
tenant Board member. The committee is a subcommittee of the Board and will give a
much stronger voice to customers in the decisions SCH make and the services it
provides. We have also appointed two new tenants to the Board.

The committee have been busy learning about SCH and getting ready for their first
meeting in September. To learn much more about the committee and what they will
be doing, please click here.

Virtual Improvement Panel

The Virtual Improvement Panel (VIP) is a group of more
than 500 residents that regularly work with SCH. The
VIP act as a sounding board, test ideas, review
changes, get involved in ‘Task and Finish’ groups and
much more.

Virtual
_ Improvement
A Panel
Activities and outcomes this quarter include:

VIP activity Outputs and Outcomes

Review of Pest Control Policy e Happy with policy, no recommendations.
Review of No Access Policy e Repetitions noted — removed.
e Bold wording for important information —
actioned.

e More clarity on legal costs — they vary from
case to case so detail could not be included.

Review of Decant Policy e Concerns raised about pets — revised to be
clear that we source temporary
accommodation to include pets.

Review of Recharge Policy ¢ VIP welcomed the new policy
e Suggested that an annual pricing document
be published. This is being considered

Review of Garage Policy e Amended policy to include no restrictions on
number of garages customers can rent

Mystery shopper e Website accessibility.
e Website navigation and information.



https://www.solihullcommunityhousing.org.uk/customer-experience-committee-2/

Empty homes inspectors ¢ |dentifying any issues where empty homes are
not to the agreed standards, before homes are
let. They have reported cleaning issues which
have been rectified. Satisfaction with cleaning
is high.

Review of Wellbeing offer (communications) | e Positive feedback, no improvements
suggested.

Other engagement activities this quarter include:

¢ Three estate walkabouts — identifying a number of issues such as fly-tipping,
communal cleaning issues and graffiti. All of the issues have been actioned.

¢ Building Safety Advocates reported 8 issues in high-rises, in between officer
inspections. All of them have been actioned.

e 22 drop-in sessions held at Family Hubs across the borough. Assisted 24
residents to access services or support around homelessness and allocations,
repairs and mental health.




Complaints

Complaints are one of the most valuable sources of feedback we get from our
customers. When we get things wrong, we want to put it right. We also want to learn
from complaints; they help us to make changes to the way we do things, so we can
continually improve what we do.

In the first quarter of 2026-27, we investigated 166 complaints. The biggest area of
complaints was reactive repairs. This is not surprising as we undertake over 30,000
repairs a year.

Complaints handling is an area of focus for improvement at SCH, and we are
working on being a better listening and learning organisation. We have seen an
improvement to our performance when looking at completion within timeframes over
the last 12 months, and we are working to make further improvements over the
coming months.

Indicator Q2 2025/26 Q3 2025/26 Q4 2025/26 | Q1 2026/27

Number of Stage 1 closed 121 149 192 166
Percentage of Stage 1

completed on time 93.39% 89.26% 98.96% 98.19%
Percentage of Stage 1 upheld | 52.07% 51.39% 48.44% 42.77%
Number of Stage 2 closed 32 50 43 72
Percentage of Stage 2

completed on time 96.67% 92% 97.67% 68.06%
Percentage of Stage 2 upheld | 50.00% 29.27% 23.26% 39.56%

Housing Ombudsman

The Housing Ombudsman Service (HOS) investigate complaints when a tenant
escalates their concerns to them after receiving a Stage 2 outcome. During the first
quarter of 2026-27, 3 cases have been determined by HOS:

e 1 case regarding boiler repairs found maladministration, orders were issued
and complied with.

e 1 case regarding ASB and Housing Allocation was not accepted by HOS.

e 1 case regarding pest control had the outcome of ‘redress’, meaning HOS
found fault but were satisfied appropriate steps had been taken during the
complaint investigation.



All cases that reach determination are reviewed and all learning is acted upon.

Listening and Learning

When you make a complaint, or the Housing Ombudsman finds failings, we use the
information to identify any themes or areas for improvement. This quarter, we have

found:

Theme

Multiple visits and boiler
breakdowns

Service area

Compliance

Action

Complaint process
improved to monitor follow
on action from Complaint
investigation.

Review of process for
repeat repairs.
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Other customer contact

Compliments

Compliments are a great source of feedback. They show us where we are doing a
good job and where we’re making a real difference to your experience as a
customer. Most compliments are received via our satisfaction surveys, and as with
complaints, the biggest source of compliments is for our repairs service. Some
examples of the great feedback you have sent to us include:

+ N+
+ X “Absolutely outstanding job — looks really nice and it makes such
a difference and the work is perfect.”

+/1
+
“He was so lovely and did a great job.”
+ N+ e N\
+ 2 “The graffiti has now been removed. That's amazing how quickly
you sorted it. Excellent customer service.”
. J
4 A
+* i “He is a real asset to SCH, very knowledgeable and his work
was exceptional. He took the time to explain what was being
done, why and what will happen next.”

Councillor and MP enquiries

During the first quarter of 2026-27, we received 188 Councillor and MP enquiries. A
number of these were converted to a complaint where we could see a customer had
expressed dissatisfaction. The others were either service requests or asking for
clarification on behalf of customers.

If you would like this report in
any other format or language,
please scan the QR code or
telephone us on 0121 717 1515
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Get in touch

Join us on social media:

n Solihull Community Housing

d solihullcommunityhousing

° Solihull Community Housing

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House

Meriden Drive

Solihull

B37 6BX

Phone: 0121 717 1515
Typetalk: 18001 0121 717 1515
Text: 07781 474 722

Website: www.solihullcommunityhousing.org.uk

-

Visit the contact us page on our website to complete an online form with details of your enquiry.

Contact us if you need this document in a large print, different language or alternative format.
For details about how we use your information please refer to our Privacy Notice on our website.



