Minutes of the Performance Monitoring Group Teams Meeting
Monday 13" May 2024, 10.00am — 11.30am

Eric Shipton (ES) - Chair - Tenant Rep Sutton
Group Malcolm Nicholls (MN) - Tenant Rep Druids Heath
Members :
Present Pat Cheese (PC) - Tenant Rep Hodge Hill
Pat McCartan (PM) - Tenant Rep Hodge Hill
Stephanie Dudt (SD) - Tenant Rep Northfield
Sarah Gardner (Notes) - Change Management Officer (RI)
Officers John Jamieson (JJ) - Head of Housing Management
Present Michael O’Connor(MOC) - Senior Service Manager (Repairs)
Mara Shephard (MS) - Performance Team
Apologies |Jagwiga Sys (JS) - Tenant Rep Sutton
Item Action
1.0 Welcome and Introductions
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1.1 ES welcomed everyone to the meeting.
SG and ES welcomed JJ to the TSG, JJ introduced
himself to members and looked forward to working with
them.

2.0 Apologies

2.1 See above.

3.0 Minutes of the meeting held on 11t" March 2024

3.1 Minutes agreed.

4.0 Matters Arising

41 None

5.0 Tenant Engagement Tracker, Sahdia Khan, Data
Analyst Officer, Rl Team

5 1 SK presented the newly developed Tenant Engagement

Tracker to TSG Members and explained how this will
assist City Housing in tracking the amount of
engagement that takes place with tenants across the city,
harnessing the data to bring about improvements.
Furthermore, this will help deliver compliance and meet
the new framework for inspections set up by the
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5.2

5.3

ombudsman in regard to engagement with tenants who
want to see evidence the tenant voice runs through all
parts of the business enabling tenants to play a key role
in influencing services.

SK explained that data-driven decision-making is
transforming the way we engage with tenants and
scrutinising our data. Over the past year, our team has
made significant strides in utilising Microsoft Forms,
Power BIl, and collaborating with other services to
enhance tenant engagement, improving recording, and
reporting, and streamlining our processes to bring about
a greater understanding in how often we engage, how we
engage, and outcome of engagement. Crucially, learning
from the data what improvements we could make across
the service to encourage more engagement and
influence.

SK stated that to improve our data collection methods,
she created a Microsoft Form (MS Forms) that officers
need to complete after each engagement activity. This
data is then used to form the Tenant Engagement Activity
Tracker to give service teams actionable insights. The
Dashboard, for example, provides a view of visual
representation of, event details, participation rates, and
overall tenant satisfaction scores. The focus of the
tracker is to look at how often we engage with our tenants
through our organised events and to allow officers to use
the key analysis to deliver improvements and make a
positive difference.

SK stated that during April 2023 - April 2024
approximately 5000 tenants took part in activities
arranged by our Tenant Participation Officers (TPO’s),
with almost 75% attending the most popular engagement
event Birmingham in Bloom. The data also showed email
and phone as most used forms as methods of
engagement. Our Stock Porfilio dashboard allows
officers to identify formal meetings by each Constituency
area, and Housing Hub. Our tenancy details report allows
us to have all customer contact details, so our Officers
can communicate with you in a more efficient way. By

OFFICIAL




5.4

5.5

analysing demographic and engagement data, we can
tailor our marketing efforts to specific tenant groups,
ensuring our messaging resonates with the right
audience.

When this tracker was presented to SMT they requested
a deeper dive into Engagement Events, which seemed
limited to Birmingham in Bloom and for the report to be
split by Housing Hub to extract more information from the
data to help Housing Team For example, whilst
engagement events are the focus, the number of events
were low, when compared to more formal activities like
meetings. If you then filtered by Housing Hub, you could
see for East the only Engagement Event taking place is
Birmingham in Bloom , however, the South showed 50%
education as the most popular event, and the next most
popular event to be Birmingham in Bloom at 17% .
Central North & West figures for Engagement Events
showed 87.5% Birmingham in Bloom, and 12.5% as
housing related events. Overall, there seemed to be a
spike in engagement during September and perhaps we
could look at this month more closely to see what went
on, and why numbers are high. As a result of the data and
this deep dive SMT requested TPO’s to
develop/increase the type of engagement events held in
the localities aside from Birmingham in Bloom. SK stated
this is an example of how the data can be used to make
improvements.

SK also explained how the outcome of events, captured
what the Ombudsman wanted to see, how our tenants felt
about their engagement.

SK also commented she has also collaborated with our
Estate Services and provided feedback for this service to
implement a similar process.

Our key aim in presenting this tracker to the TSG and
tenant groups to empower our tenants through data, and
to encourage the use of this report, to provide
transparency and make service improvements.
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5.6

5.7

5.8

We believe that by providing our tenants with access to
key reports and data insights not only enhances their
living experience but helps foster a sense of community
and collaboration.

ES thanked SK for her presentation of the Tenant
Engagement Tracker but did not see the relevance to the
TSG. ES stated what we want is better homes, decent
homes, more homes, we have a housing crisis. We do
not have enough housing supply to meet the ever-
increasing demand. The Tenant Engagement Tracker is
useful, but we have an interest in the condition of
properties. What | do note is the fact that face to face
contact is the preferred method of contact but is lower
than email and phone contact. What is troubling me is
that we used to have neighbourhood offices throughout
the city, and they performed a vital role in terms of
customer contact and customer service. For example the
lettings suites provided valuable help, advice, and
assistance to our vulnerable young and elderly tenants
who preferred that personal contact. It was a great shame
when the council got rid of them. JJ agreed and explained
to the TSG about the rationale behind the city housing
service redesign and how one of the key objectives is to
be more present out on the estates to increase the
visibility of officers on the patch and provide more
customer contact in the local areas by working with our
partner organisations to set up shared hubs, somewhere
that tenants can meet with staff. ES thought this was a
good idea and long overdue. It would certainly improve
customer service.

MN suggested that there is greater value in this
information going to the LHIB who would be having an
active role in putting together local engagement plans.
MN commented that this information would be useful but
he’s not sure how easy it would be for tenants to
understand it. Maybe someone like the TPO or Housing
Manager could go through it with them, when they
discuss the data reports, to put it into context.

SK thanked TSG for their feedback.
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PMG Report — March 2024

e The number of evictions — 7 for Feb and 6 for
March — ES expressed concern at how low the
number of evictions were.

e The amount of money collected from ex tenants.
Feb - £102,067, March - £65,839. SG asked MS to
check the figures as there has been a huge drop
for March, and it does not look consistent with the
other figures. MS agreed.

e The number of people waiting for a one bed
property. No monthly figure given. Qtr 3 — 5,574Qtr
4 0 4483 — ES - again, not something we can
influence there is always going to be a lack of
supply to meet the demand. ES — expressed
concern about how this is communicated to those
on the waiting list, who never stand a chance in
having enough points in getting a property. SG
assured ES that these messages are
communicated by members of the Applications
Team in a sensitive and considerate manner via
phone, face to face and letter and applicants are
advised of other options.

e The number of transfer applicants on the waiting
list due to overcrowding. Q3 — 3,150 Q4 — 3,267

e Careline calls — March — 15,754

e Grass Cutting — Q2 — Green, No SINS.

e Lifts — all Green.
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5.10

5.11

6.0

6.1

Average Days Void Turnaround — (excludes major
works) - 25 days Feb — 28.8 days March — this is
only 0.8 above the 28 days target. Average repair
times for non-major works voids completed were
13.6 days for Equan’s covering the North / West
and East and 19.5 days for Fortem covering the
South. Average time from fit for letting to letting
achieved was 10.2 days which was 0.2 days
above target (10 days). 70% of all voids having
been relet within the 10-day target. 90% of all
voids were relet having 1 viewing. ES — this is a
very positive commentary.

Average Days Turnaround — (major works only)
RED Feb - 86.37 days down to 83.4 days in March.
This is above the 50-day target but is continuing to
come down. Average repair times for major works
voids were for Equans 35.5 days (North / East /
West ) and for Fortem was 32.8 days.
Performance was significantly affected by 2 long
term voids over 600 days in Moor House ( a high-
rise block) that were affected by major / ongoing
issues with water ingress from the roof to the block
and also further ingress / leaks from unknown
sources which was subsequently identified
through ongoing investigating issues requiring the
complete renewal of all floors. This had a knock-
on effect on the figures.

HLB Estate Walkabout — March — 9 YTD — 139.
Target — 270. ES expressed disappointment and
concern over the number of walkabouts taking
place across the city and how as part of the
Kitemark HLB Members have to carry out
walkabouts. ES asked what is happening about
the Kitemark moving forward into the new
structure SG advised ES that it was best to speak
to CH at their next agenda group meeting and get
clarification on the Kitemark and what will be
happening under the new structure in terms of
recording and monitoring walkabouts as
processes are changing.

OFFICIAL




6.2

A and M Report- March 2024

% of Right to Repair Jobs: March - All Green
apart from Fortem (Amber) Performance is
91.4%.

% of gas servicing completed against period
profile: — All Green

We will respond to emergency repairs in 2
hours — All Green

We will resolve routine repairs within 30 days
July —Dec and Jan — All Green apart from Fortem
on RED but performance has improved from
88.7% in Feb to 92.4% in March. Please see 7.1
for detail.

Customer Satisfaction - All Green.

Work Orders Completed within Timescale — All
Green apart from Fortem (Amber) performance
rising from 89.9 % in Feb to 90.2% in March

SIN - 0 Sins

Safety Sin - 0 Sins

Appointments Made - All Green apart from
Fortem on Amber for March. Less than 1% off
Green.

Appointments Kept — All Green
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6.3

6.4

Emergency Repairs 2 hours (gas) All Green
apart from Equans Central which is Amber to
improving from 97 to 98%.

Emergency Repairs 2 hours (repairs) All Green

Works in Progress (over 30 days) — citywide —
3094 rising from 1808 in Feb. MOC explained that
the reason for the sharp rise is because Fortem
have been instructed to clear the whip before the
start of the new contracts. This has had a knock of
effect on the figures noted earlier in the report as
resources are pulled off other parts of the business
to tackle the whip as this needs to be done within
a certain period and an improvement plan has
been put together and its been monitored by BCC
to make sure that this backlog is tackled and
reduced.

Reasons for Initial Customer Dissatisfaction:
3 for March — very low.

Contractor by Area (summary sheet) ES -
really good performance from our contractors.
Only a few reds and ambers. Again wonderful
performance from the contractors.

ASB Focus Group Performance — Jan 2024

SG stated this will probably be the last time we
have a separate ASB Report as the performance
data will be amalgamated into the Scrutiny Report
going forward.
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7.0

7.1

None

ASB cases were 370 in March 2024.This is in
comparison to 368 in the previous month and 422
in the corresponding period in March 2023.

Figures by Housing Hub.

March
o South 147
o C North 142
o East 81

According to the data there were 908 active ASB
cases for March.

DA cases — 56 for March up from 43 in Feb.

Top 3 Issues for March are— Domestic Noise — 259
Intimidating/Threating or Aggressive Behaviour —
199 cases, Harassment — 114, Drug Use — 52
280 supervisor case reviews for March

333 action plans agreed for March.

Date of Next Meeting
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Monday 8% July 2024 10-11.30m, PMG Teams
Meeting.

Please note meeting invites have already been sent.

413%_May10-11-30am
8% July 10-11.30am

gth September 10-11.30am

4th November 10-11.30am
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