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Background

During 2023-24, the Council has carried out quarterly Tenant Satisfaction Measure (TSM) surveys with a random
sample of our tenants, to understand the perception of our tenants of the services we deliver and where we can
improve. In each survey, tenants are asked a set of questions to gauge satisfaction around housing services. We
use the overall satisfaction scores for each question to measure our performance against the “national median”
of all landlords completing such surveys.

Listed below are the questions asked of our tenants, our overall satisfaction against the national median and the
work that the Council has done and is planning to do relating to each area of the survey, in order to hopefully
improve the experience of our tenants and the overall satisfaction in future surveys.

TPO1 - How satisfied are you with
the housing services provided by
Birmingham City Council?

NATIONAL MEDIAN
69.8%

OUR PERFORMANCE 2023-24
52.1%

Our performance on this measure is 17.7% lower than the national median.
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We acknowledge that the perception of the services the City Housing Directorate delivers and the ways in which
we engage and communicate with our tenants is not at the level we would like. We are constantly reviewing
and changing our services to strive to deliver the best possible services for our tenants but we accept that in
recent years the quality and consistency of the services we deliver to our tenants has not been good enough.
We have carried out significant changes across the Directorate in the last 12-18 months with the aim of driving
improvements and improving the experience of our tenants and their perception of us as their landlord. The

improvements and changes we have made are explained in more detail against each of the individual measures
below.

TPO2 - (If Birmingham City Council has carried out
a repair to your home in the last 12 months), how
satisfied are you with the overall repairs service
provided by Birmingham City Council?

NATIONAL MEDIAN
75.7%

OUR PERFORMANCE 2023-24
56.3%

Our performance on this measure is 19.4% lower than the national median.
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We are aware that our tenants have mixed perceptions of our repairs service, and that the maintenance of
homes is a primary concern. We know that in recent years we have failed to appropriately invest in our housing
stock and that this, coupled with the overall age of much of our housing stock, has resulted in a deterioration
in the condition of much of our housing stock. We have recently entered into a new contract with our repairs
partners, which includes ambitious performance targets. We have implemented performance monitoring and
reporting to flag properties with repeated repairs, where repairs are not completed right first time and where
repairs in other similar property types indicate that there may be underlying issues. These reports are reviewed
on a daily basis by senior management and escalated to the Directorate Leadership Team. We are investing
around £1.5bn over the next eight years to bring our stock up to the Decent Homes Standard, and are carrying
out large-scale stock condition surveys to better understand our housing stock and deliver improvements where
they are most needed.

TPO3 - (If Birmingham City Council has carried out
a repair to your home in the last 12 months), how
satisfied or dissatisfied are you with the time taken to
complete your most recent repair after you reported it?

NATIONAL MEDIAN
66.9%

OUR PERFORMANCE 2023-24
56.1%

Our performance on this measure is 10.8% lower than the national median.

A= D @D ¢



" | Birmingham

City Council

The Council carries out around 250,000 repairs to our properties every year. To ensure that the most urgent
repairs are carried out first, we categorise all reported repairs with either a 2 hour, 1, 3. or 30-day target. In 2023,
our performance against the completion times each of these targets was as follows:

TPO3 - (If Birmingham City Council has carried out
a repair to your home in the last 12 months), how
satisfied or dissatisfied are you with the time taken to
complete your most recent repair after you reported it?

PRIORITY WITHIN TARGET NOT WITHIN TARGET
2 hours 98.39% 1.61%

1 day 84.69% 15.31%

3 day 91.39% 8.61%

30 day 84.78% 15.22%
Average 89.81% 11.19%
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Whilst we are pleased that in almost 90% of cases we complete repairs within the given timescales, we accept
that for some tenants our performance is not acceptable. We are working hard to improve this by working
closely with our contractors to ensure that we are robustly and effectively managing performance, identifying
cases where we do not meet our targets and escalating them to an appropriate manager to ensure that they are
resolved as quickly as possible.

TPO04 - How satisfied or dissatisfied are you that
Birmingham City Council housing services provides
a home that is well maintained?

NATIONAL MEDIAN
69.4%

OUR PERFORMANCE
52.3%

Our performance on this measure is 17.1% lower than the national median
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In January 2024, the Council’s Cabinet approved both our new Asset Management Strategy and Housing
Revenue Account Investment Plan. Over the next few years, the Council will be delivering significant investment
across our housing stock to improve the homes of our tenants — between 2024 and 2032 around £1.5bn will be
invested.

TPOS5 - Thinking about the condition of the property or

building you live in, how satisfied or dissatisfied are you

that Birmingham City Council housing services provides
a home that is safe?

NATIONAL MEDIAN
76.5%

OUR PERFORMANCE 2023-24
65.2%

Our performance on this measure is 11.3% lower than the national median.
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We have conducted research with our tenants throughout 2023-24; the message is clear that our tenants want
homes and neighbourhoods that are safe. We are committed, as confirmed in our Asset Management Strategy,
to improving safety for our tenants. During 2024-25, we will be implementing new Antisocial Behaviour and
Hate Crime Policies, underpinning our commitment to work with tenants wherever possible but also to take
effective action where necessary. We will also be delivering a pilot programme of CCTV installation across high-
rise blocks identified as being of particular concern; this will inform further investment in CCTV.

We have made significant progress in delivering safe homes by increasing our inspection and maintenance
regimes to ensure compliance against the “big six” building safety areas — gas safety, electrical safety, fire safety,
lift safety, asbestos and water inspections; we aim to be 100% compliant across these areas by June 2024. We
have invested over £33m to install sprinklers in high-rise blocks and we are committed to ensuring that the
safety of our tenants is at the heart of everything we do.

TP06 - How satisfied or dissatisfied are you that
Birmingham City Council housing services listens to
your views and acts upon them?

NATIONAL MEDIAN
58.4%

OUR PERFORMANCE 2023-24
47.2%

Our performance on this measure is 11.2% lower than the national median.
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We commissioned a review of our tenant engagement structure in 2022, and following the feedback provided
we have implemented a new tenant engagement framework in 2024. We have redesigned the ways in which
we engage with tenants, ensuring that all areas of the city are included and that tenants have a meaningful
opportunity to engage and shape our services. The implementation of a redesigned, localised Housing
Management Service will ensure that we are visible to our tenants and that tenants know who they can speak to,
with a commitment from us to be accountable for acting on views and explaining our decisions to our tenants.

TPO7 - How satisfied or dissatisfied are you that
Birmingham City Council services keeps you informed
about things that matter to you?

NATIONAL MEDIAN
69.7%

OUR PERFORMANCE 2023-24
50.8%

Our performance on this measure is 18.9% lower than the national median.
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We are aware that tenants feel that we can take decisions in isolation and not properly explain what we are doing
and why; we are committed to improving our communications with our tenants and being open and transparent
in what we do. We update tenants via our Tenant Newsletter and deliver more localised communications to
specific neighbourhoods and estates. We have set up Tenant Talk events, where our tenants can come and
meet senior officers from the City Housing Directorate, hear updates on what we are doing and ask questions
relating to issues and concerns. We are carrying out large-scale consultations with tenants in specific areas of the
city where regeneration schemes are being planned or delivered. We are reviewing our pages on the Council’s
website to ensure that the information provided is current, accurate and relevant.

TPO8 - To what extent do you agree or disagree
with the following “Birmingham City Council housing
services treats me fairly and with respect?”

NATIONAL MEDIAN
76.0%

OUR PERFORMANCE 2023-24
72.4%

Our performance on this measure is 3.6% lower than the national median.
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We are pleased that a large percentage of our tenants feel that we treat them fairly and with respect, however
we still have work to do. We are aware that tenants can feel disconnected from the Council and that it is
important for us to take every opportunity to engage. We have assessed our services against the Regulator of
Social Housing’s Consumer Standards and have embarked on multiple areas of work to ensure that our policies
and procedures are fair and up to date, that we are communicating with our tenants and giving them fair
opportunities to engage with us and shape our services, and that when we are designing and delivering on our
priorities we consider the needs of our tenants as a priority and ensure that tenants are informed, consulted and
involved.

TPO9 - (If you have made a complaint to the Council
regarding housing in the last 12 months) How satisfied
or dissatisfied are you with Birmingham City Council’s

approach to complaints handling?

NATIONAL MEDIAN
33.8%

OUR PERFORMANCE 2023-24
18.7%

Our performance on this measure is 15.1% below the national median.
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We are aware that we have work to do to deliver a complaint service that meets the expectations of our tenants.
The Housing Ombudsman’s Special Report of January 2023 highlighted concerns with the time it takes to
respond to complaints, the quality of complaint responses and how we resolve complaints. Since this date,
significant work has taken place across the complaints service, including the implementation of new Complaints
and Compensation Policies, additional staff and training to respond to housing complaints and regular and
robust checking of the quality of responses and investigations. We have set ourselves challenging targets both
in terms of the number of complaints we respond to within our published timescales and the reduction of the
backlog of overdue complaints. We anticipate that these changes will deliver genuine improvements to our
complaint handling performance.

TP10 - (If you live in a building with inside our outside

communal areas) How satisfied or dissatisfied are you

that Birmingham City Council housing services keeps
these communal areas clean and well maintained?

NATIONAL MEDIAN
65.2%

OUR PERFORMANCE 2023-24
47.9%

Our performance on this measure is 17.3% lower than the national median.
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We acknowledge that we have not invested in our housing stock at the necessary level in recent years. We are
committed to investing around £4.5bn over the next 30 years to improve our housing stock and the experience
of our tenants. We have audited all our communal areas and will link these to future investment to ensure that
areas of most concern are addressed soonest. We are currently redesigning our Housing Management Service
to deliver a more locally based service so that tenants know who their local officers are and can report their
concerns to them.

TP11 - How satisfied or dissatisfied are you that
Birmingham City Council housing services makes a
positive contribution to your neighbourhood?

NATIONAL MEDIAN
62.4%

OUR PERFORMANCE 2023-24
50.3%

Our performance on this measure is 12.1% lower than the national median.
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We are aware that over time our Housing Management Service has become more centralised and that tenants
can feel disconnected from their local housing teams. We are currently implementing a redesigned Housing
Management Service aimed at re-centring the services within the local communities, giving a more visible
presence and ensuring that tenants know who to speak to when they have concerns. By delivering services at a
more local level, officers will get to know their local area and engage with tenants in delivering improvements
at a local level. Whilst we currently engage with communities and deliver improvements at a local level, we do
not communicate this well enough and this is inconsistent across the city. Our redesigned service will ensure that
these services are consistent and publicised.

TP12 - How satisfied or dissatisfied are you with
Birmingham City Council housing services approach
to handling anti-social behaviour?

NATIONAL MEDIAN
57%

OUR PERFORMANCE 2023-24
47.3%

Our performance on this measure is 9.7% lower than the national median.

We have conducted research with our tenants throughout 2023-24; the message is clear that our tenants want
homes and neighbourhoods that are safe. We are committed, as confirmed in our Asset Management Strategy,
to improving safety for our tenants. During 2024-25, we will be implementing new Antisocial Behaviour and
Hate Crime Policies, underpinning our commitment to work with tenants wherever possible but also to take
effective action where necessary. We will also be delivering a pilot programme of CCTV installation across
high-rise blocks identified as being of particular concern; this will inform further investment in CCTV. We have
implemented improved case management processes and performance measures to ensure that officers dealing
with Antisocial Behaviour respond in time, keep tenants up to date and follow up on agreed actions.

=D D @&



" | Birmingham

City Council

Non-perception Tenant Satisfaction Measures

In addition to the Tenant Satisfaction Measures Survey above, the Council has also assessed its performance
in relation to a range of building safety and other compliance measures, and these have been reported to the
Regulator of Social Housing. Our performance against these measures is as follows:

Birmingham National
City Council Median

Building Safety Measure

Proportion of homes for which all required gas safety checks have 99.99 99.97%
been carried out.

Proportion of homes for which all required fire risk assessments 93.7% 100%
have been carried out.

Proportion of homes for which all required asbestos management 68.8% 100%
surveys or re-inspections have been carried out.

Proportion of homes for which all requ!red legionella risk 85.20% 100%
assessments have been carried out.

Proportion of homes for which all required cc?mmunal passenger lift 100% 100%
safety checks have been carried out

We accept that our performance on some measures is below the national median; since the Regulator of Social
Housing issued their breach notice in May 2023 Regulatory Notice: Birmingham City Council (24 May 2023) -
GOV.UK (www.gov.uk), we have been working hard at improving our compliance across these measures. Our
journey to full compliance is not yet complete however we have made substantial improvements across these
measures since May 2023 and we continue to work at pace to maintain our performance where we are at
100% compliance and to achieve this benchmark on those measures where we are currently performing below
where we would like to be. We meet regularly with the Regulator of Social Housing to update them on our
performance and to provide assurance that we are working as quickly as possible to bring our compliance levels
up to the national median.

Responsive Repairs Measure E'.E;"?gbﬁm I\I\I,?;E?ggl
Proportion of homes tha;c do not meet the Decent Homes 63.1% 0.50%
tandard.
Non-emergency repairs completed within target timescale. 78.6% 81.3%
Emergency repairs completed within target timescale. 90.9% 94.8%

We are investing over £1.5b over the next eight years to bring all of our housing stock up to the Decent Homes
Standard. We accept that we have failed to appropriately invest in maintaining our housing stock over the last 10
years and we are embarking on an ambitious and wide-ranging programme of works to bring all of our homes
up to the Decent Homes Standard.
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. Birmingham National
Neighbourhood Management Measure City Council Median
Number of anti-social behaviour cases opened per 1000 homes. 67.5 34.35
Number of anti-social behaviour cases that involve hate incidents 2.4 0.63
opened per 1000 homes. ' )

We are working hard to deliver estates and neighbourhoods that are safe and sustainable. We are implementing
new anti-social behaviour and hate crime policies to ensure that we are able to respond to issues, support our
tenants and take action where necessary.

. Birmingham National

Complaints Measure City Council Median
Number of stage one complaints received per 1000 homes. 118.50 41.60
Number of stage two complaints received per 1000 homes. 11.40 5.30
Stage 1 complaints responded to within the Handling Code 60.5% 84.6%
timescales. e e
Stage 2 complaints responded to within the Handling Code 50.3% 81.6%
timescales. 7 o

We have carried out significant changes to our complaints processes and policy since the Housing Ombudsman
published their Special Report into our complaint handling in January 2023 Special report on Birmingham
City Council | Housing Ombudsman (housing-ombudsman.org.uk). We have published a new Compliments,
Comments and Complaints Policy, a new Compensation Policy, and have made significant inroads into historical
complaints backlogs, whilst also improving our response times to both stage 1 and stage 2 complaints. We are
aware that we still have a way to go, however we are actively engaged with both the Housing Ombudsman
and the Regulator of Social Housing in seeking to improve our performance and to maintain a consistently high
standard.
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