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OFFICIAL 

  

Minutes of the Tenant Scrutiny Group Teams Meeting 

Monday 9th September 2024, 10.00am – 11.30am 

      
 
 

 
Group 
Members 
Present 

Malcolm Nicholls (MN)                - Tenant Rep Selly Oak  
Pat Cheese (PC)                        - Tenant Rep Hodge Hill  
Ann Kelly (AK)                             - Tenant Rep Ladywood  
Sheila Devaney (SD)                   - Tenant Rep Hall Green  
Maria Rawlins (MR)                    - Tenant Rep Erdington 
Pat McCartan (PM)                     - Tenant Rep Hodge Hill 
 
 
 

 

 
Officers  
Present 
 

Sarah Gardner (Notes)             - Change Management Officer (RI) 
Michael O’Connor(MOC)          - Senior Service Manager (Repairs) 
Louise Fletcher (LF)                 - Senior Service Manager (Engagement)  
Carl Hides (CH)                        - Senior Service Manager (HM) 
Mara Shephard (MS)                - Performance Team 
  
 

Apologies 
 

 Jagwiga Sys (JS)                        - Tenant Rep Sutton 
John Jamieson (JJ)                   - Head of Housing Management  
Stephanie Dudt (SD)                  - Tenant Rep  Northfield 
Eric Shipton (ES) - Chair           - Tenant Rep Sutton 

 

 
 
 

Item  Action 

1.0 
 
1.1 
 

Welcome and Introductions 
 

ES was not present at the meeting. In his absence MN, 
(as Vice Chair), chaired the meeting and welcomed 
everyone. 
 
LF and CH introduced themselves and were attending on 
behalf of JJ , who was on leave and sent his apologies.  
 
 

 

2.0 
 
2.1 

Apologies 
 
See above.  
 

 
 
 
 
 



2 

 

OFFICIAL 

3.0 
 
3.1 

Minutes of the meeting held on 8th July 2024    
 
Minutes agreed.  
 

 
 
 

 

4.0 
 
4.1  
 
 
5.0  
 
5.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Matters Arising  
 
None  
 
 
TSG Report – Q2 July- Sept 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. LF – This graph is purely about tenants 

perception with our handling of ASB. These are the same 

quarterly figures you saw at the last meeting, and they 

haven’t changed as we don’t have the new quarterly data.  

What I can say is that this measure is purely based on 

what tenants think of our service, particularly around 

antisocial behaviour therefore performance is entirely 

dependent on how somebody felt on the day they 

completed the survey, we have got no control over it. 

However it does give us a measure of where we need to 

improve particularly around antisocial behaviour. 

 

ASB cases per 1,000 Stock 
 
The target is 5 per thousand properties, for July 

performance was 7.64 up on 6.22 the previous month.  

 

LF – This relates to ASB. Again, it's not something we've 

got any control over, it is purely the number of cases and 

the number of queries that we get around antisocial 

behaviour in a variety of forms but obviously we'd want 

that figure to be lower. What we have done in the 

background is we've updated the training matrix to better 

respond to antisocial behaviour; we're finalising our 

service standards so we can share those with tenants so 

that they know what to expect from us and we're also 

looking at some of our performance where tenants feel 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



3 

 

OFFICIAL 

 
 
 
 
 
 
 
 
 
5.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.5 
 
 
 
 
 
 
 
 
 
 
 
 

we haven't dealt with antisocial behaviour as well as they 

would like, to improve our preventative approach. So 

we're looking at the data to identify any trends and 

preventive action we can take to tackle some of the 

problems in our communities before it's escalated and 

reported to us.  

 
% ASB cases initially contacted within target 
 
The target is 80%, performance for July 63.01% up from 

61.21% the previous month.  

 

LF -  There has been a slight improvement between June 

and July, but the figures for the last three months shown 

on the graph have been fairly static, there hasn't been a 

huge change but we're slowly going in the right direction. 

It is important to mention July’s figure is hit by the 

seasonal impact of staff being on holiday, but also, we 

get more reports of ASB in the summer months around 

things like grass cutting and the maintenance of land 

around our properties. Also, antisocial behaviour tends to 

go up slightly in the summer, due to the school holidays. 

To make improvements, we're making sure that 

vacancies are filled so that we can improve response 

times.  We are also using the ward profile information  to 

identify ‘hot spots’ concentrating on areas where we've 

got high demand so we can get to the root cause of the 

problem rather than just responding to it. 

 

% current ASB cases that have been contacted in the 

last 4 weeks Target – 75%. July performance – 68.67% 

up from 59% the previous month.  

 

LF -  this one is around keeping a tenant up to date on 

what is happening every four weeks, so again, there is 

more work to be done. However we have seen an 

improvement in performance. This reflects the preventive 

approach we are taking to increase the number of  

supervisor case reviews, making sure we're contacting 

tenants and updating our systems. I think in a lot of cases 
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5.6 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.7 
 
 
 
 
 
 
 
 
 
5.8 
 
 
 
 
 
 
 
 
 
 
 
 
 

the contact is being made but we are not recording it. Just 

to highlight between June and July the data shows a 

significant improvement in % of tenants contacted in last 

4 weeks a direct result of an increase in supervisor case 

reviews.  

 
DA cases initially contacted within one day. 
 
Target - 80%. Performance – 87.50% for July – 

Exceeding Target  

 

LF -  A really  positive improvement in performance with 

the target now been exceeded. I would say that a large 

part of this is due to a more robust management 

approach. For example,  performing dip samples on 

cases along with more detailed conversations in 121s 

and  more accurate updating of systems. We are making 

sure we are responding as quickly and as accurately as 

we can and also taking the lead from some of our 

partners.  

 

% current DA cases have been contacted in the last 
3 weeks 
 
Target is 75 and current performance 93.21% up from 
76.79% last month. Exceeding Target  
 
LF – a significant jump in performance which reflects 

how hard the team has worked, so again really positive.  

 
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 21.43% 

again not on target. LF – this figure was reported 

previously and again is based on tenant perceptions of 

the service and there is more work to be done to improve 

the complaints process.  
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5.10 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.11 
 
 
 
 
 
 
 
 
 

Housing Management complaints received per 1,000 
properties. 
 
LF - this relates to the number of complaints received per 

thousand. So the target for this is. 0.9. we are currently 

on. 1.4% up from  0.89% the previous month  

 

LF - I know it is not great  we've had 1.4 complaints for 

every thousand properties but to put it into perspective  

when you consider that we have 59,500 properties, we've 

had about 80 complaints in July. So from all of the 

interactions that we have had just eighty of them have 

resulted in a complaint. So it is just to put that figure into 

context really that although we are above target, it is still 

a small number that we're working with.  We have 

obviously got, more to do in that particular area but if you 

compare it to the number of properties that we actually 

manage it is a small proportion.  

 

Proportion of stage one and stage two complaints responded 
to agreed timeframes. 
 
LF - Target is 60% and current performance is 40% up 

from 29% last month so it is going in the right direction 

but still not meeting the target. Housing Management 

experiences a seasonal increase in complaint volumes 

during the summer months due to services such as grass 

cutting on housing land and an increase in noise 

complaints. We are undertaking root cause analysis with 

the development of storyboards to examine missed 

opportunities and to learn from failings.  

 

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 48%.  

 

CH – Again we do not have any new data for this quarter. 

This is another perception measure specially to ascertain 

tenants views on how satisfied or dissatisfied they are 

with how clean and well-maintained communal areas of 
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5.11 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.12 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

low and high-rise accommodation or grassed areas  

around our estates are.  As you  can see,  we're not at 

target, we are at 48% for Q4 which takes us up to the end 

of March. However, again this is based on the perception 

of what tenants think and there is still some work to do.  

 

% of dumped rubbish jobs completed within 15 days 

– Target – 60%  Performance – 98%  

 

CH -  This one is exceeding the target, which is brilliant. 

It has gone up from 76% in June  to 85% in July. So really 

good in terms of the teams response to dumped rubbish 

and getting it moved, but obviously what we would ideally 

like is that people don't dump rubbish that would  be 

fabulous. But what this is telling us is that where people 

do dump rubbish, the estate teams are working very hard 

to move it, take it to the tip, so that our neighbourhoods 

look as good as they possibly can. This is important to us 

as officers and of course, the people that live in our 

neighbourhoods. But it is good that we're consistently 

above the target there, so that that is good. To improve 

we will continue to recruit to vacancies and have recruited 

a new cohort of trainee estate caretakers. We have also 

agreed an increase in the capital budget to undertake 

improvement works in communal areas which will help 

improve resident satisfaction.  

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

  

CH - Target is 60, and it was 48.82 % last quarter. Again 

this is a perception measure and as we can see, we're 

not at target. So there's some work for us to do  in terms 

of are we doing enough to positively contribute to local 

neighbourhoods? Is it about the grass cutting? Is it about 

cleanliness? Is it about other things that  aren't delivered 

by housing. Most importantly, we need to try and 

contribute more effectively to change tenants perceptions 
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5.15 
 
 
 
 
 
 
 
 
 
 
 
 
 

% of responses to breaches within 10 days - 
Exceeding Target  
 
Target 60%, July - 85 %.  
 
CH - So, not only are we exceeding the target, but quality 
assurance has also taken place to identify and address 
any performance gaps to focus on continuous 
improvement. Positively we have been successful in  
getting in touch with people as quickly as possible with 
regards to any tenancy breaches and we are 
communicating with people within timescale. It is 
unfortunate that we've got breaches, but what this graph 
is telling us is where breaches do occur, we've been very 
responsive.  
 
% current breaches have been contacted in the last 4 
weeks 
 
Target 60%. July Performance – 48.44% 

CH – so this is slightly below target in terms of contacting 

tenants within 4 weeks of a breach been reported. 

However, we are moving in the right direction and there 

has been a significant improvement from June to July. 

There is some work to be done in terms of once  tenancy 

breaches have been identified, officers need to contact 

the tenant and schedule appointments to find out why the 

breach has occurred. The other thing I wanted to mention 

is the visiting programme. Hopefully, you are all aware 

that we are wanting to visit as many of our tenants and 

leaseholders as possible and this might also lead to a 

high volume of particular tenancy breaches. 

 
Average void turnaround excluding major works. 
 
Target - 28 days. July Performance – 35.47 days  

 

CH – This has gone down from 39.49 days in June to 35 

days in July which is good. Yes, there is still work to be 

done and we are working very hard with our contractors 

to improve our turnaround time to try and get the empty 

properties from the point of where they're empty to getting 

all the repairs done as quickly as possible so they're 

available to let to people on the waiting list as soon as 
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5.16 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.17 
 
 
 
 
 
 
 
 
 
 
 
 
 

they can. The target for that is 28 days we're at 35 so we 

need to make some further improvements on that. 

 

Average void turnaround major works 

 
Target - 60. Previous month was 92 days rising to 157.67 

days in July.  

 

CH - There's some extremely hard-work to do here. This 

one is when the properties become empty, and they need 

an awful lot of repairs, normally major structural works. 

So we call them high-cost voids, voids in need of an awful 

lot of work. Figures in July are impacted by a number of 

long-term voids been completed and being re- let. It can 

be quite difficult to control this if our repairs teams get 

empty properties that are in a very poor condition. Again, 

there is some work to do here if you think about it, this 

links into our visiting programme as part of the officers 

role is to go and look at properties to make sure  they are 

being well looked after by our customers, our tenants. SG 

- noticeably its much, much higher in July than it has been 

throughout the whole of the previous months. Mara are 

there any long-term voids that may have influenced the 

figure. MS - Yeah, I am just looking at what was put into 

our DMT report and apparently there had been a property 

that had been void for over 4,000 days. CH – that 

explains it as that would have a significant impact.  

 

 
Dwellings vacant but available to let (%) 
 
Target – 0.5% Performance – 0.34 % - Exceeding 
Target  

 

CH – this is saying what is the %  of vacant dwellings 

available to let i.e. longer-term voids returned to use and 

while we may be exceeding the target what its telling us 

is the vast majority of our properties are occupied. On the 

one hand that is great but on the other you might think, 

well, we need more properties as we've got so many 
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5.19 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.20 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.21 
 
 
 
 
 

people on the waiting list.   

 

Lettings/Voids/Allocations transactional surveys % 
of positive responses 
 
CH - No data available this would suggest to me that the 

returns are too low for analysis. 

 
% of new tenancies visited for the 6-month process 
Target - 80%. Performance – 73.91% not meeting target.  
 

LF – We’ve still got some way to go. What we are doing 

in the background to get to target is we are developing 

the visiting strategy so that we can make sure that we've 

got the resources in place to complete these visits and 

tenants feel supported. I think the other thing to think 

about is the fact that sometimes we do not get all the 

visits completed because of the complexities of the 

tenant, it impacts on resources.  

 
% of tenancies visited in the last three years 
Target – 100% Performance – 99.48% 
 
TSG members raised concerns about the feasibility of a 

100% target. LF - that is the danger whenever you have 

a target of 100%, the actual chances of meeting that 

every single month is slim particularly when you consider 

that there'll be some properties that we can't get access 

to. Whether that is because they have been abandoned, 

or the person might be in hospital, or they just don't want 

to answer the door. So I am a little bit dubious of having 

a target of 100% when there are all those different 

mitigations that will mean we will never meet it in reality. 

but we can look at that. It is positive that we have seen 

all of our tenants or 99% of them over the last three-year 

period.  

 

% RTB decisions made within 30 days 
 
Target – 70% performance- 0.98% % - Not meeting 

target.  
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SG - John went through quite a few things at the last 

meeting, and I think the new manager has now been 

appointed and is working to bring more resources in to  

strengthen the team and tackle the backlog. LF - I used 

to manage this service, and it is very much  a response 

to demand and volume. I have to say whenever there is 

anything in the news about right to buy, there is suddenly 

a flurry of new right to buy applications just because 

people think, oh, it might be ending, I might not get my 

chance so that creates an additional workload. Therefore 

this target is broken down into two parts that we then put 

together as one percentage. So the first part is actually 

acknowledging the application which as it says have 

doubled but the size of the team has not. Then the 

second part is actually issuing an offer to people that are 

interested in seriously pursuing it, not just finding out, and 

that involves getting an evaluation for the property, which 

is done by an external organisation.  RTB application 

volumes have doubled since Dec which has generated a 

backlog of cases and time taken to confirm decisions. 

The backlog has been addressed through targeted work 

and a new experienced manager appointed and an 

increase in resources is proposed but it will take time to 

improve performance.    

 

SG – That’s the end of the report. Before we move on to 

the next report, I'm just going to take us back up to the 

summary. Does anyone have any questions?  It's quite a 

long document, sorry, MN - who sets the targets for all 

these different things? The target varies on everything. 

LF - I think what we look at is  the House mark information 

as well as our own internal performance so we can then 

benchmark against other organisations with a similar size 

stock like Sheffield and Leeds. So what we do is compare 

it to them and then we try to be realistic. You know those 

ones that we have literally no control over. We don't put 

a 100% target, but we want to make sure that we are 

moving in the right direction. I know a lot of effort has 

gone into looking at these percentages with the Heads of 

Service and the team that pull all this data analysis 
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6.2 
 
 
 
 
 
 
 
 
 
 
 
6.3 
 
 
 
 

together for us to make sure that we're being realistic in 

that target setting. Like I said the one that's at 100% for 

visits might need looking at just because getting that kind 

of figure isn't within our gift, but that's what we try to do to 

set them.  However because the volumes differ in 

different cases or the amount of interaction we have from 

tenants is different you couldn't set them all at the same 

level. Hopefully Malcolm, that explains how we come up 

with them and why they differ. MN - Thank you very much 

for the information. 

 

Monthly Repairs Report – May  

 

SG - Firstly, apologies for the way this report is  

presented. It is just for this month as the  AM and M report 

is still under review so what you're seeing is the monthly 

repairs report. Mike, will you be able to go through it? 

MOC – yes of course. Just to echo what Sarah said, the 

A M and M Report is under review so presented today is 

the report I use to discuss performance with our 

contractors. It's still got all the headline KPIs that you're 

used to, but it hasn't got the comparable analysis that the 

other report had and its not as user friendly.  So rather 

than go through each contract, I am just going to talk 

generally, then highlight the few reds.  

 

MOC - So as you can see Equans North  are red for 

works in progress overdue( 89.57%) and kitchen and 

bathroom refurbishment orders  (0%)  and there is a 

similar sort of trend with the other contractors, and I have 

spoken to the Performance Team as where that's 0% 

because they didn't complete any it’s wrong to show that 

as red. So again, we need to look at that report and if 

there's no completions, we need to look at mitigations as 

it should not be showing as red.  

 

To give a bit of background we started a new interim 

contract in April of this year and as part of that new 

contract,  these new KPIs were introduced and there's 

going to be issues that crop up about exclusions or 



12 

 

OFFICIAL 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.4 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.5 
 

mitigations that have not been ironed out. 

One example of the mitigations raised by the contractors 

is in relation to the whip as they are getting a lot more 

repairs through the stock condition surveys. So obviously 

the contractors are  making comments that this isn't the 

normal flow of work because you've got people 

proactively going out and conducting surveys and picking 

up lots of repairs. So there's still ongoing discussions 

between the city and the contractors to agree the final 

definitions. These discussions have been going on for 

some months but hopefully by November we should 

definitely have agreed all the mitigations and any 

exclusions from the KPIs. So what you're then seeing is 

a true reflection of their performance.  

 

MOC - The other thing that we've got to agree is to do 

with the reporting system. We have moved from one 

reporting system to  power BI, which is a live database. 

So every time you go into it things change, and some of 

the indicators you're looking at now if you went in today, 

you'll find that they are actually now green because the 

contractors are constantly loading data every day.  This 

therefore  makes it difficult to actually say what is true 

performance. So again, as part of our negotiations with 

the contractors, we've got to agree .a point in time, 

whether it's the second Monday of each month or we pick 

the 6th of the month,  we've got to pick a date and say on 

that date we are going to run the information from Power 

BI and whatever that performance is, that's the 

performance. All the contractors then know they have to 

get all their data onto the system for that date. So yes, 

there are things that need to be ironed out but as Sarah 

said  we thought it was important to at least give you 

some information and as you can see performance is 

good. The majority of indicators  are green or amber. 

There are only a handful of red ones for the reasons just 

discussed.   

 

MOC – If you take a look at Equans East its red for valid 

gas safety certificates (98.9%) We’ve had the odd issue 
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over the last month with gas certificates not going through 

which is a data issue that needs looking into. It’s also 

showing red for appointments kept (93.6) and kitchens 

and bathrooms (60%)  So again we need to look at that 

indicator.  

 

So firstly these are new contracts and some of them are 

new indicators so it’s about making sure that they're 

putting the data in.  When I looked at these in power BI 

before the meeting some of these have gone green 

already. So as I mentioned earlier it's about putting that 

line in the sand to the contractor and saying this is the 

date we will report performance to this group and then 

you can act and say well you've had three or four months 

of red, we're going to take further action or ask myself or 

our division for improvement plans.  Until we finalise the 

KPI definitions it's difficult to do that and obviously with 

the new contract, this interim contract, there's always a 

bedding in period for the contractors to get used to the 

new contract. As Karl talked about earlier the biggest 

change is with voids as we moved from a price per void 

to everything being scheduled, and again that has 

implications for our side and resourcing implications for 

the contractors. So there's minor tweaks to this contract 

that make it different to the previous eight years and 

those changes have all got to be ironed out and it is 

something we're looking at to embed for the 2026 

contract to make sure that everything is sorted moving 

forward. 

 

MOC - Moving on to Fortem South, again Works in 

Progress is red (88.22%) and Kitchens and Bathroom 

Refurbishment is red (0.00%) as none have been carried 

out. So yes, as you can see a trend is appearing and 

mitigations need to be discussed.  

 

MOC – Finally Equans West Central -  Appointments kept 

(94.8%) and work in progress (91%) are showing red. MN 

- Normally they're all right on appointments kept, but 

there's been two contractors, both Equans in terms of 
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7.1 
 
 

being red on appointments kept. MOC – Yes, it seems its 

one of the issues that the contractors have got is the 

volume of work coming through the stock condition 

surveys and the health and safety rating surveys that 

they're doing are generating a lot of work more than they 

are use too.  So again, they're  having conversations with 

us about how it’s going to be measured and agreeing any 

mitigations or exclusions regarding that work. SG - . Are 

they putting in any extra resources?  MOC – Yes, they 

have brought in extra resources but as you know, with the 

city ramping up the stock condition surveys every time 

they send someone out, someone's going to find repairs 

that the tenant unfortunately hasn't reported and that's 

generating a lot of demand for the contractors that they've 

got to pick up.  

 

MOC – Overall it’s a good report.  There are a few reds, 

the same reds but it’s a new contract and you've got to 

give contractors time to bed into that new process and 

that's what I'm saying for November, all these mitigations  

should have been agreed by our Heads of Service and 

then we say that is it, we’ve cleared the decks from the 

old contract.  

 

SG - That's great. Thanks for your help, Mike. Has 

anybody got any questions? Apologies for the way in 

which it's presented, but we wanted you to have 

something rather than nothing. MOC – just to clarify 

about the report format, I assume you want it set out like 

before?  PMC – Yes, I prefer our usual format as its easier 

to read, we are all more familiar with it.  MOC - OK, Pat, 

that's great. I agree with you, you need to see  comparable 

indicators for the city. I’ll confirm that with my head of 

service.  

 

AOB 
 
 
MN – when are we going to get the quarterly LHIB 

performance reports? LF – The report is being worked on 

at the moment. The difficulty is that historically we've 



15 

 

OFFICIAL 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
8.0 
 

reported at a ward level, we don't generally report on 

constituencies, which is what we want for the local boards 

because they're set up on a constituency level now. So 

that's kind of throwing some of our reports out a little bit. 

So for some groups that have already met in September, 

they are getting the TS report that we've shared with you 

today just so that members can start to get familiar with 

the measures that we're using for the KPIs and TSMs. I 

don't want to share anything that's not accurate so once 

we're confident that we've got the figures right, then we 

will get them out to everybody, but  it might not be until 

the November meetings, but I'll keep you posted on what 

is happening. MN -  thank you for the update.  

 

Date of Next Meeting  

 
Monday 10th February 2025 , 10-11.30,  PMG Teams 
Meeting. 
 
Please note meeting invites have already been sent. 
  
 
 2025 Dates  
 

10th Feb, 10-11.30am   

12th May, 10-11.30am   

8th Sept,  10-11.30am   

10th Nov, 10-11.30am   

 
 

 


