Minutes of the Performance Monitoring Group Teams Meeting
Monday 8th July 2024, 10.00am — 11.30am

Eric Shipton (ES) - Chair - Tenant Rep Sutton

Group Malcolm Nicholls (MN) - Tenant Rep Selly Oak
Members | Pat Cheese (PC) - Tenant Rep Hodge Hill
Present Stephanie Dudt (SD) - Tenant Rep Northfield
Ann Kelly (AK) - Tenant Rep Ladywood
Sheila Devaney (SD) - Tenant Rep Hall Green
Maria Rawlins (MR) - Tenant Rep Erdington
Sarah Gardner (Notes) - Change Management Officer (RI)
Officers John Jamieson (JJ) - Head of Housing Management
Present Mara Shephard (MS) - Performance Team
Apologies | Jagwiga Sys (JS) - Tenant Rep Sutton
Pat McCartan (PM) - Tenant Rep Hodge Hill
Michael O’Connor (MOC) - Senior Service Manager (Repairs)
Item Action
1.0 Welcome and Introductions
1.1 ES introduced himself and welcomed everyone to the
meeting.
ES welcomed the new members and looked forward to
working with them.
2.0 Apologies
21 See above.
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3.0

3.1

Minutes of the meeting held on 13" May 2024

Minutes agreed.

4.0

41

5.0

5.1

5.2

Matters Arising

None

TSG Report — Q1 April- July 2024

How satisfied or dissatisfied are you with your landlord’s
approach to handling anti-social behaviour? (TSM-
Perception)

The target is 50% and performance is currently 42.48%
for the quarter Still lower than target but it has gone up
from the last quarter, which was 30.96% . JJ- one of the
things we can start to add into the commentary is some
of the benchmarking information as to how we compare
nationally. In terms of this particular satisfaction measure,
no-one is scoring particularly highly. There's also some
concern that the survey is answered by tenants who have
not necessarily experienced antisocial behaviour.
Likewise, where two parties are involved, 50% of those
people are going to be dissatisfied with the outcome if
they don't feel they were doing anything particularly
wrong. In terms of resources, we do have a number of
vacancies that has impacted performance because it's
not been possible to recruit. However, we are
undertaking training and we’re doing some profiling of our
wards so that we can focus on particular areas of the city
that are more problematic with ASB. We are also
improving our partnership working with the police. ES -
there's a rumour that certain parts of Birmingham are ‘no
go’ areas. can you confirm this? JJ - | can honestly say
that's the first time I've heard that, Eric. If you can share
the information that would be helpful to look at in terms of
areas to prioritise. ES — agreed to share information.

ASB cases per 1,000 Stock
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5.3

54

5.5

The target is 5 per thousand properties, we are slightly
over on 6, so it's actually only one case per thousand
above where we would like to be. JJ - Vacancies has
impacted performance, the number of supervisor case
reviews is improving but we need to do more dip
sampling reviews and analysis of complaints to lead to
improvements. However, we have set ourselves some
deliberately challenging targets. ES- What's the lowest
percentage we deal with? JJ - the lowest target on
antisocial behaviour is 50%.

% ASB cases initially contacted within target

The target is 80%, current performance is 62%.

% current ASB cases have been contacted in the last 4 weeks
Target — 75% performance — 65%

JJ - Due to the redesign we are holding vacancies which
has caused performance to drop. Hopefully, this will be
resolved shortly, and we can appoint permanent staff and
performance will improve. ES - Does that mean antisocial
behaviour is under stress because of a shortage of staff?
JJ - There was an issue, but we are hoping now we can
fill theses vacancies performance will improve. ASB is
seasonal and peaks in the holidays has also had an
impact. ES - so can we take it that these figures will
improve? JJ — Yes, as we move to the new localities
model where officers have patches, they'll be undertaking
all of the housing management functions. They should
get to know the people on their patch more and where
they need to focus their attention. They'll all be receiving
individual training plans, not just on ASB, but on the
range of housing management functions.

DA cases initially contacted within one day.

Target - 80% performance - 78% so a couple of
percentage down for this period however the previous
months performance was above target. JJ - managers
are performing dip samples on cases to ensure that
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5.6

5.7

cases have been visited. They are also having
conversations in one to ones and setting targets of each
new case applicable and reminding staff to put cases on
the system. Hopefully it should be back on target as
performance on this one is fairly strong, it could be
something as much as 3 officers on leave, as its small
team.

% current DA cases have been contacted in the last 3 weeks

Target is 75 and current performance 67%.

How satisfied or dissatisfied are you with your landlord’s
approach to complaints handling? (TSM — Perception)

The target is 50%. For the last quarter, it was 18% for this
quarter, 21%, so it has improved slightly but still way
below target. JJ — this is on par with some of the other
local authorities and it will be helpful when we get the
benchmarking information. So then you can see where
we are in, regards to the other core cities, because | think
it's a struggle for most local authorities Firstly, nationally
nobody is excelling in terms of complaint handling but the
difficulty of this measure is that it is a perception of
complaints handling by Birmingham City Council so this
could be people's perceptions around potholes or
lighting, it is not just housing related. In terms of housing
management, we are on top of that and complaints
coming through are much smaller numbers than for
repairs. We have a city complaints team, and additional
resources have been put into that. It's also worth
mentioning that complaints handling is a key area of
focus with the regulator of social housing, so we're
reporting on our performance across the board on a
monthly basis to them within that. And again, it's an area
where we're now getting more data back in terms of
complaints and being able to analyse that. because the
best thing we can do from complaints is learn from and
put in preventative action that stops the complaints
occurring in the first place.
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5.8

59

5.10

Housing Management complaints received per 1,000
properties.

this is complaints received per thousand. So, the target
for thisis. 0.9. we're currently on. 1.11 JJ - This would be
housing complaints not just housing management. There
were only about 1 complaint per thousand over ES - Does
this include the estate management? JJ — Yes. ES —it’s
not too bad then. AK - can | just clarify? It says per
thousand. Does that mean per thousand tenancies JJ -
Yes per thousand tenancies.

Proportion of stage one and stage two complaints responded
to agreed timeframes.

Target is 60% and current performance is 30.
JJ- Obviously it's got quite a way to go before it reaches
the target. ES - Is this a useful one to have in ? SG — very
much so, JJ — yes, | think it is quite useful because
responding to these in the right sort of time frame is
helping to prevent further escalation of those complaints
where they start getting to stage 3 and then, potentially
the housing ombudsman.

How satisfied or dissatisfied are you that your landlord keeps
these communal areas clean and well-maintained? (TSM -
perception)

Target - 60%. Last quarter it was 30.35% and this quarter
it's 48%. So it has gone up, which is really good. It's still
not meeting the target, but again these
are new measures that have been put in place and it's
going to take a while, likewise, you know, once we've
moved to the locality model, and recruited to vacant posts
we should see an improvement. Crucially there's been a
huge increase in the capital budget provision to
undertake improvement works to communal areas.,
which will help improve satisfaction, also potential for

improved joint working with waste management, tackling
some of those areas around fly tipping and rubbish
removal to make it quicker and speedier to improve the
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5.1

5.12

5.13

appearance of the estates. JJ — again this is based on
tenants perception likewise it's an area where there are
a number of vacancies impacting the service, this doesn't
necessarily mean that there's nobody doing these jobs,
but we'll have been using agency staff which is not as
good as having permanent staff as you have higher
turnover, so permanent recruitment will make a big
difference. In addition, so will the capital budget provision
to improve communal areas. With waste management
we're hoping to have an arrangement whereby they will
be doing the fly tipping and rubbish removal to free up
our estates caretaking team so that they can actually do
more proactive work. which really is how the service was
designed. ES - Could | just ask, do block Inspectors have
a role to play in this? SG — yes absolutely. AK — I'm
supposed to be a Block Inspector, but I've not been
approached to do inspections SG - leave that with me
and I'll contact Munasif and get him to put you in touch
with the local team. | know that they are trying to get
more Block Inspectors and training is going to be offered
from the building safety team. AK — thank you.

% of dumped rubbish jobs completed within 15 days -
exceeding target Target — 60% Performance — 98%

How satisfied or dissatisfied are you that your landlord
makes a positive contribution to your neighbourhood. (TSM
- perception)

Target is 60, it was 37% last quarter, 48.82 % this quarter.
So it has gone up just short of 10%.
Same initiatives discussed in 5.10 to improve tenants
perception. In addition working closely with other
departments to further analyse the returns from the
tenant satisfaction measures to dig deeper and
understand in more detail where some tenants
perceptions are coming from.

% of responses to breaches within 10 days - Exceeding Target
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5.14

5.15

Target 60%, we're currently above 80%. So,
not only are we exceeding the target, but quality
assurance has been completed to identify performance
gaps and to continually look at continuous improvement

% current breaches have been contacted in the last 4 weeks

Target 60%. Performance - 48%.

So there's some work to be done in terms of once
tenancy breaches have been identified, officers need to
get in touch with the tenant and schedule appointments
and find out why the breach has occurred.
JJ — | would assume like before, gaps in staffing or
difficulty in getting appointments scheduled have affected
performance. For example, it may be difficult getting the
tenant to discuss the issue. ES — do officers work in
isolation or are they part of a team? JJ — they work as
part of a team and this is a key area of the service
redesign. JJ — with this indicator we need to do a bit more
analysis it could be as simple as ensuring officers update
the system. SG — so this one's quite an interesting one to
take away in terms of looking further into the reasons
why.

Average void turnaround excluding major works

Target - 28 days Performance - 38 days, so 10 days over.
JJ - the overall void turn-around target is from the
outgoing tenant to handing over keys to the new tenant.
The thing that takes the longest within that 28 days is the
void repairs and there have been number of changes
made in terms of the repairs void standard with our
contractors that have increased the time. For example,
contractors are now scheduling the work individually for
each NFD void, rather than previously we had what was
called a standard void that there was a standard price per
void cost. So in other words if the void was deemed to be
standard, the contractors would get the same amount of
money paid to them regardless of the work that was
required but it doesn't lend itself improvement work.
if the cost of repairing the void was going to be above the
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5.16

standard void payment. So now all contractors are
required to schedule work individually, so it's taking a little
bit of time to bed that system in. Hence, in the last two or
three months, the void turnaround time is over target.
However, on a national basis we are actually at similar
turnaround times to other providers also this new process
will improve the standard of work in our voids.ES - when
| was a tenant inspector all we talked about was the state
of the voids when they were left vacant. sometimes it
would take days to clear all the rubbish, is it still the
same? JJ - | would probably say its similar. Part of the
reasoning for the service redesign, and the move to
patch-based working is so officers are more patch based
and in touch with tenants,
increasing the number of proactive visits ensuring that
any repairs necessary are being reported, but also that
tenants are keeping their home in a in a reasonable
manner, or if there is a safeguarding issue.
With voids where we're getting the appropriate notice.
We're doing 3 location visits and that is helping to ensure
the property isn't necessarily in a bad state for new
tenants. We've also got our furnishing furniture recycling
project in conjunction with both Fortum and Equans
where we can do pre vacation visits with outgoing tenants
and we can save any unwanted furniture for future
tenants as we've now got facilities with our contractors for
that to be placed into storage. ES - That's a brilliant idea.
MN - That's a good idea its better than seeing it being
smashed up, especially good furniture It really annoys
me, and I've brought this up before with the council about
recycling furniture so I’'m glad its sinking in. JJ -Yes, it’s
good news that we've got both contractors involved.
We've also got arrangements with the people that do
electrical testing just to make sure everything is in order
so we have electrical items that are coming through that
can be passed on

Average void turnaround major works
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5.18

Target - 60. Previous month was 62, last month was 97
days. SG - We've had Mike mention this at previous
meetings that figures are impacted by a number of older
longer-term voids being completed and coming back into
use it doesn't necessarily take a lot of properties
sometimes it could just be 3 or 4 to make performance
drop, which is why it's dramatically gone up from 61 days
to 97 days. The positive is that we are getting long-term
voids back into the housing stock increasing the
availability of dwellings to let.
JJ - Performance has also been impacted by changes to
contractual arrangements for the repairs and
maintenance contract dealing with voids.
This is currently increasing the repairs time scale element
of the void process.
Whilst other aspects such as take to view and start dates
remain positive so it's again coming down to pulling some
of the longer term voids back into use and it will take a
little time for the new arrangements to bed in. However,
the revised approach will see improvements in the next
quarter for the quality of the repairs and turnaround times
and void performance. Likewise, we asked the
contractors at the end of the contract to make sure they
cleared the backlog and had a purge to get rid of the
legacy voids.

Dwellings vacant but available to let (%)

Target — 0.5% Performance — 0.28% - Exceeding Target

Lettings/Voids/Allocations transactional surveys % of
positive responses

Not meeting target. The target is 70% and we're currently
at 50% and 50% the previous month. Analysis of survey
responses to be undertaken to understand areas of
dissatisfaction JJ- this is where we have been doing our
own customer surveys for people who've been through
the lettings process, so we do need to do some analysis
at the moment as to why it's at 50%. to understand what
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5.20

the dissatisfaction is and whether that's around the
repairs needed. when they moved in or whether it's a
dissatisfaction with the standard of the property.
Hopefully that will be improved in terms of the approach
to scheduling work and as we're doing more capital
improvement work to our stock in general. We're also
updating our service standards and once those are
agreed they will be shared with tenants setting out our
expectations on both side and then measuring ourselves
against that. ES - | find this a little odd. new tenants go to
the property, they view the property, so they have a
choice then and there to say | like it, but so and so doesn't
look right. It's almost like biting the hand that's feeding
you. You're being offered a property. Yes, it may not be
perfect. Yes, there may be things missing, but as long as
the basic things are there. It's a property. It's a shelter.
It's what you've been wanting. It's what you've been
asking for.

% of new tenancies visited for the 6-month process
Target - 80%. Performance — 82% Exceeding Target.

JJ - there's a visiting strategy.
That was approved.
We've achieved over 99.45% of visits against the target
of 100% for the last three months.

Working with residents who are not engaging with us, so
we can also establish vulnerabilities and extra support
that may be needed. if there's properties we have not
been able to enter then we’ll go through the legal
services process so we can actually get access to it,, to
inspect the state of the property. But also, it's about, you
know, working with the tenants to see what other
additional needs that they may have or linking them in
with other support agencies

% of tenancies visited in the last three years
Target — 100% Performance — 99.49%

JJ - So these are the ones that we know that we need to
visit as part of the programme and it could be that there
are issues in terms of getting access to those properties.
So again, we have developed a visiting strategy, working
with residents who are not engaging and looking at how
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6.0

6.1

we can work through with legal services how to get
access but its very close to target.

% RTB decisions made within 30 days

Target — 70% performance- 1.66% - Not meeting target

JJ- performance has plummeted. RTB applications have
doubled since Dec this increase has generated a backlog
of cases increasing time taken to confirm decision. In
addition, over the last 3 months there has been an
additional workload relating to annual service charge
notification and performance has been significantly
impacted due to additional workload.
JJ — On the positive side for a long time there was no
senior manager but we have now appointed a very
experienced manager to get everything back on track and
performance i been addressed through targeted work
and getting temporary resources put into the team to try
and get the backlog down. In addition as part of the
redesign we are looking at a permanent increase in staff.
and the other thing we’ve got to look at the volumes and
why these are so much higher. Crucially this is a
statutory procedure and times scales around this need
to be achieved as part of our statutory duty. So more
analysis is needed.

New Scrutiny Report Format

SG - we've come to the end of the report. Has anybody
got any questions? Nobody had any questions. | just want
to thank John, because | think that was a brilliantly
comprehensive run through of the commentary and |
found that incredibly helpful. ES- Yes, | would like to
thank John, because we've thrown things at him and he's
handled it very well, hasn't he. ES — this is the first time
we've put this new report to use. Do you find it's workable,
or would you modify it in some way? ES - What are your
thoughts? SG - are they the right measures, are they the
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7.0

71

7.2

7.3

7.4

ones you want to scrutinise? PC - | thought the report
was quite comprehensive and it seems easier to
understand. SG - That's brilliant feedback. Thank you for
that, Pat. PC — yes, | like the commentary at the end of
the report, which we didn’t have before.

AOB

SG — | would just like to get some feedback on the
training. Did you find it useful? PSC - the training was
very informative, and | found it really useful. TSG
members agreed. SG - Brilliant. That's great and for
anybody who hasn't the chance to watch the recording,
please do so before the next meeting in September. ES
— yes, please make sure you watch the recording if you
did not attend the training. | did it in bite size chunks you
may need to do it a few times to become familiar

SG — Just to remind you the AMA report is currently being
reviewed and Stacey's going to let me know when it's
been approved and can be shared. Stacey has also
agreed to carry out training with members, in a similar
way to Kieran. So, then members have had training on
both reports. Likewise, the TPOs will soon be carrying
out a skills matrix with LHIB members to identify training
needs, depending on what is required some sessions
may be delivered inhouse or by TPAS. I'm hoping that
we might be able to get Emma, who worked with us on
the scrutiny review, to come back and do some training
with members on the scrutiny call in procedure, this just
depends on how much we have left remaining in the
budget with TPAS following their work in Erdington.

ES - Is there any news on the provision of digital devices
for TSG members and IT training? SG - Louise is taking
the report to the Spend Control Board, so fingers
crossed, this will finally be approved, and we can get the
devices for members. With regards to IT training, this will
be identified as part of the skills matrix, so | urge all LHIB
members to complete these assessments.
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8.0

SG - Finally can | just say thank you to all our new
members for attending. | hope you enjoyed the meeting
and found it interesting and informative ES - Yes indeed,
thank you for joining the group. All members agreed.
Date of Next Meeting

Monday 9" September 2024 10-11.30m, PMG Teams
Meeting.

Please note meeting invites have already been sent.

[4% Nov, 2024 ,10-11.30am |

2025 Dates

10" Feb, 10-11.30am
12" May, 10-11.30am
8" Sept, 10-11.30am
10" Nov, 10-11.30am
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