Minutes of the Tenant Scrutiny Group Teams Meeting

Monday 4" November 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 Ann Kelly (AK) - Tenant Rep Ladywood
Maria Rawlins (MR) - Tenant Rep Erdington
Stephanie Dudt (SD) - Tenant Rep Northfield
Sarah Gardner (Notes) - Change Management Officer (RI)
Officers Mara Shephard (MS) - Performance Team
Present Dewan Choudhury (DC) - Service Coordinator
Apologies | Jagwiga Sys (JS) - Tenant Rep Sutton
John Jamieson (JJ) - Head of Housing Management
Sheila Devaney (SD) - Tenant Rep Hall Green
Michael O’Connor(MOC) - Senior Service Manager (Repairs)
Item Action
1.0 Welcome and Introductions
1.1 ES welcomed everyone to the meeting and asked
members to observe a one-minute silence in
remembrance of Pat McCartan who recently passed
away. Pat was a long standing and highly valued tenant
representative in Birmingham for over 30 years and it is
a sad loss to the tenant movement.
2.0 Apologies
2.1 See above.
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3.0 Minutes of the meeting held on 9t September 2024

3.1 Minutes agreed.

4.0 Matters Arising

4.1 None

5.0 TSG Report — Q3 Sept- Dec 2024

5.1 How satisfied or dissatisfied are you with your
landlord’s approach to handling anti-social
behaviour? (TSM-Perception)
Data not present

5.2 ASB cases per 1,000 Stock
The target is 5 per thousand properties, performance is
currently 6.38 having gone up from 4.88 so currently
exceeding the target, which is great.
As the commentary states, there has been a marked
improvement representing the work undertaken by the
local teams in improving approaches to dealing with ASB.
This includes the development and roll out of ASB
training for all staff, publication of new procedures and
service standards, and learning from the negative
reviews of the ASB service.

5.3 % ASB cases initially contacted within target

The target is 80%, and it's currently 71.43%. so not
meeting target but it is up on the previous quarter. So it's
definitely going in the right direction.
As the commentary states performance has continued to
improve, but not at the pace required, but it's good to see
that despite the summer holidays, which are known to be
a difficult time, and obviously when officers are on leave
that it has improved rather than gone down. There are
still vacancies in some areas that are impacting
performance, but recruitment is taking place across the
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5.4

5.5

Directorate to increase housing officer capacity, which
they're hoping will make a difference. Again one of the
things they are using to improve services is to tailor a
more focused approach to prevention by ward profiling
and improving partnerships. ES | would just like to ask
on the letting suites and the biddings part of the report
that the tenant sees is the crime rate in each area.
Who collates that information and how accurate is it?
Because I'm getting people asking me are those crime
figures correct? SG — thanks Eric | will ask the question
and get back to you.

% current ASB cases that have been contacted in the
last 4 weeks Target — 75%. this month it's 85.68 up from
65.97

This is the percentage of current ASB cases that have
been contacted in the last four weeks and its great to see
that it's exceeding the target. Again, real improvement in
terms of the ASB service representing the hard work
undertaken by local teams. As Salim has mentioned at
previous meetings there has been a lot of work going on
over the last 2 years to improve the customer journey and
focus on getting to the root cause of ASB and improving
our approach to prevention and intervention building on
local knowledge, local partnerships and ward profiling.
There's also been a lot of work undertaken in terms of
supervisor case reviews. Going through cases, updating
and cleansing the system. So there's been a lot of work
going on behind the scenes in terms of making sure the
customer has been contacted within the time, making
sure that the case files have been updated so its brilliant
to see that this is exceeding the target. ES — this is great
to see

DA cases initially contacted within one day.

Target - 80%. Performance — It's 97.87%— Exceeding
Target

ES — this is brilliant performance ! SG — Yes it is, the
robust management approach, including dip samples on
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5.6

5.7

5.8

cases along with more detailed conversations have
sustained the levels of performance. Again, staff have
been making sure that the systems are being updated
properly and recording information as soon as they can
to make sure that they're having a positive impact on
performance.

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

Target is 75 and current performance 81.13% up from
68.64% last month. Exceeding Target

So again, brilliant performance. The team has been
maintaining the robust management approach again
including dip samples on cases along with having
detailed conversations in 121s and setting targets of each
new case resulting in sustained levels of performance.
While there's been a slight dip in August, this was likely
a result of staff absences over the summer holidays,
however the team has worked hard in September, to
reverse that and bring performance back up, which is
great to see. Again teams are making sure systems are
kept up to date, they're accurately recording information.
ES - Its great to see that all the work is having a positive
impact on performance, especially with Christmas around
the corner as DA unfortunately always seems to get
worse over the festive break.

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

No data

Housing Management complaints received per 1,000
properties.

Target for this is. 0.9%. we are currently on. 1.11% Not
meeting target. The trend reflects the holiday period
when complaint volumes increase due to ASB noise
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5.9

5.10

5.11

nuisance etc We need to try and get the direction of travel
to go down a bit further to make it back in target, but it's
it's certainly getting closer.

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

LF - Target is 60 % and it's currently 36 so not meeting
target.

Housing management experiences a seasonal increase
in complaint volumes during the summer months. The
complaints team are reviewing this trend and will provide
further updates for the purposes of root cause analysis
and lessons learnt to develop preventative approaches
and to learn from any failings. Again, performance has
been impacted July through to September, due to staff
capacity so there is still the backlog that they're trying to
get through impacted by staff holidays and high volumes
of complaints. ES — this is definitely one to watch and
maybe a service area we need to call in. TSG members

agreed it is one to watch.

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

No data

% of dumped rubbish jobs completed within 15 days
— Target — 60% Performance — 87.68%

This continues to exceed the target which is very positive
especially during the summer months with less staff and
increased volumes. Teams have continued to recruit to
vacant posts and a new cohort of trainee estate
caretakers are in place . An increase in capital budget
provision to undertake improvement works to communal
areas will help improve appearance and tenant
satisfaction.
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5.12

5.13

5.14

5.15

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

No data

% of responses to breaches within 10 days -
Exceeding Target

Target 60%, July — 89.78%. - Exceeding Target

Again really great sustained performance. The
commentary states a proactive approach is in place
ensuring tenancy breach cases receive an appointment
at first point of contact scheduled with the tenant.

% current breaches have been contacted in the last 4
weeks

Target 60%. Set Performance — 58.11%

This is very close to target and has continually improved.
Managers are reminding officers in 121 meetings to
timely and accurately update the system.

Average void turnaround excluding major works.

Target - 28 days. Sept Performance — 47.77 days — Not
meeting target.

Delays in completing void repairs are the main factor for
performance been above target. Performance has been
affected by changes to contractual arrangements for R
and M which now requires schedules of works to be
approved and produced for every void dwelling. It is
taking time for the new arrangements to bed in however
long-term the revised approach will see an improvement
in the quality of repairs. Improvement plans to address
delays on void repair times are in place and are being
monitored. Performance on other aspects of the void
process i.e take to view, tenancy start date remain
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5.16

5.17

5.18

5.19

5.20

positive.
Average void turnaround major works

Target - 60. September performance — 185.94 days — not
meeting target

Void repairs performance has been a significant factor. A
number of long-term voids have been returned in recent
months which create spikes in performance. Whilst some
of the long-term voids have sat with contractors the good
news regarding the pre-fabricated bungalows at wake
green road Moseley have now been repaired under grade
2 listed status — many of these dwellings have been void
for years but are now being let impacting the last 2
months performance.

Dwellings vacant but available to let (%)

Target — 0.5% Performance - 0.39 % - Exceeding
Target

Although already meeting target this is likely to improve
further as contractors deal with cases in work status.

Lettings/Voids/Allocations transactional surveys %
of positive responses

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 — 78.39% not meeting target.

There has been a dip in performance due to summer
resource capacity but performance is now improving.

% of tenancies visited in the last three years
Target — 100% Performance — 99.29%- not meeting
target
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5.21

6.0

6.1

6.2

6.3

There is a focus on this area aimed at improving results
which are slightly below target. The new locality model
should see a significant increase in the performance.

% RTB decisions made within 30 days

Target — 70% performance- 1.33% % - Not meeting
target.

RTB applications have doubled since Dec 2023 and
increased further due to speculation the Govt will change
the RTB discount. Performance has been impacted due
to additional workload relating to annual service charge
notification of changes. The backlog is to be addressed
through targeted work and temporary additional
resources however it is proving hard to recruit. An
increase in the size of the team is proposed as part of the
redesign.

Asset Management and Maintenance Report — July-
September 2024

In MOC absence Dewan Pervez Choudhury (DPC)went
through the AM&M Report. DPC- Please note this report
is under review and is yet to be signed off with the
contractors and is subject to change. We are hoping it will
be fully signed off by the year. MOC has asked for
feedback from TSG on the proposed indicators as some
have changed. ES - We will do our best.

KPI001 - Customer Satisfaction — performance all
green and on target

KPI1002 - Work orders completed within timescale —
all green and on target

KPI1004 - Service Improvement Notices /
Rectification Notices — all green and on target

KPI005 - Safety Service Improvement Notice — all
green
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6.4

6.5

6.6

6.7

6.8

KPI1006 — Properties with a valid Landlord Gas Safety
Record- Aug - All green. Sept - All Green — apart from
Equans East (Amber) Fortem (Red) DPC explained that
legally the gas certificates have to be uploaded onto Apex,
within 28 days, performance is red or amber because
some certificates have not been uploaded or uploaded
late, although we know it's been serviced because the
inputting of the paperwork been delayed this is why it's
slightly below target, but | know it's 100% on Power Bi
now for the next month.

KPI008 - Appointments kept — All green, Sept — all
green except Fortem (Amber) PDC — all green apart from
Fortem South so | will ask Sam Ryan for feedback. ES —
that’'s a pity as they had started to improve. PDC — the
contractors are still bedding in. They're obviously having
to deal with the WIP and get additional resources in as
well to tackle this backlog and obviously with the stock
condition surveys and everybody going out now, they are
picking up a lot of new repair requests, so demand is
increasing. Officers are going out to inspect people's
properties and that's when they're getting repairs that
haven't been put onto the system before which is
stretching resources. | will ask Sam for feedback.

ES — Are the south having problems again? There's an
awful lot of ambers and reds. When they were having
green. SG — | think Fortem have always struggled with
staff retention and as a result they have to subcontract a
lot of the work. SG - When we're looking in terms of
scrutiny, this is something that we need to keep an eye
on and it may be that we need to call them in again and
get them to go through the scrutiny calling in process.
Eric, in terms of getting them to do an improvement plan
for the TSG.

KPI1009 — Compliance with No Access Process — all
green. PDC explained this is a new indicator and it
records evidence of compliance with no access which is
when the engineer or the operative attend and there is no
access to the property, they take a photo of the front door
to prove they have been there or they leave a calling card
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6.9

6.10

6.11

6.12

6.13

6.14

with the details of when they called. Not attending
appointments is one of the complaints made against the
contractor so we are asking them to upload a record so
we can evidence they have attended if the tenant does
not open the door. Then if a tenant puts a complaint in
that no-one attends, we have the evidence to track it back
with the contractor. TSG members agreed this was
useful.

KPI1010 - Works orders not resulting in Customer
Complaints — all Green

KPI011 - Customer Satisfaction Request Rate — all
green, Fortem (Amber) Again I’'m not sure what this
indicator is PDC will ook into it.

KPI1012 - Work in Progress Overdue — all green. This
is the WIP and we have monitored this for a number of
years but now it is a BVPI so we can now issue a SIN if
the indicator is red for 3 months. This gives us more
power with the contractor.

KPI1014 — Work orders not resulting in a /2/3/4 plus
works order being raised — all green. ES — what exactly
does this mean? MD - Its’s quite confusing PDC — | think
this relates to when a work order is not carried out right
first time but I'm not sure. ES — the terminology for these
3 BVPIs is very hard to understand. PDC — | think it may
be best if you meet with Mike to discuss the draft report
and new indicators to get some background on the
proposed changes. SG, yes | agree | think we need to
meet with Mike to discuss a way we can take this forward
so members understand what these indicators monitor.
ES - yes, | think that would be best and then we can
share our findings with the rest of the group and consult
them on the proposed draft.

KPI1015 - Repairs Completed at First Visit — all green

KPI1016 - Kitchen and Bathroom Refurbishment
Orders Completed Within timescale — All red

MS — the ones below are high level ones, the old
historic indicators that we're not reporting on and Carl
has asked for feedback on whether you still want them
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6.15

included in the report. SG — | think some of these
indicators are now duplicated/superseded by indicators
elsewhere in the report MS — Yes, they are. SG — In
light of what Eric has raised | think as Chair Eric needs
to meet with Mike and go through this report and get
some guidance on whether these should be included or
deleted which can then be sent out to the other
members. ES — yes | thinks that’s the best way forward.
We need a format that is understood, especially if this
report is going to be shared more widely. SG — | will
ask Louise if this report is to be shared and get back to
you Eric. ES — thank you

e High level KPlI 1 - Percentage of gas
servicing completed against period profile
—all green

e High level KPI 2 - Right to Repair jobs
completed on time for Council tenants —
green /amber

e High level KPI 3/AMM14 - We will respond
to council housing emergency within 2
hours

e High level KPI 4 - All repairs completed
within 30 calendar days — all green

So from what | think Mike and Mara are saying is that
these four indicators are either currently not going to
be reported on or they're already being recorded in
the report in a different question format. And so | think
Carl and Mike were wanting to know if you want them
removed. ES — | think | need to have a look with Mike
and see what these have been replaced with and
then compare it and then we can ask members what
they think. It maybe we want to get rid of these high
levels ones if they are repeated elsewhere. SG — |
agree, I'll set up a meeting with Mike so we can look
at it in detail and you can get a better understanding.
MS — just to say they are still tweaking the report
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7.0

7.1

7.2

which is why I've produced it in this format so that we
had something to present today. SG — OK so I'll touch
base with Mike and set up a meeting with Eric so he
can get some more detail and agree a way forward.
TSG members can then be consulted on the
proposed draft and the inclusion/removal of these
high-level indicators. ES — | also think we need some
commentary on the definitions, as some of them we
don’t know what they relate to. SG — yes | agree, and
then once we get a proposed draft that everyone is
happy with | can contact Carl to get Stacey to do
some training with the group to go through the
meaning and definitions of the new indicators. PDC
— yes that sounds like a good idea. ES — Yes that’s a
good plan, thanks Sarah.

AOB

ES — asked for an update to the purchase of digital
devices for TSG members to compliment and add value
to the work they are doing.ES was very frustrated with
how long it was taking to get the equipment. SG — | am
still chasing this with Louise who put a paper together for
JJ and DA. Unfortunately JJ could not attend todays
meeting to give an update, but | will chase Louise and get
back to you. As you know | have been championing this
on behalf of the group and | am doing all | can to progress
this.

ES — In light of the sad passing of PMC do we need to
look at getting another member? SG — we have had no
response from the LHIB survey asking members to apply
for SIGs so | will ask Louise if we can put a link to the
Tenant Engagement Survey in the next edition of the
Tenant Focus Newsletter which | believe will be on the
new Tenant Engagement Structure. Hopefully we may
get some other tenants who may be interested in joining.
| do keep looking at some of the surveys that are returned
but no one has registered an interest in this group.

Training — SG mentioned she had a meeting with LF and
TPAS on the 19" Nov with the aim of arranging training
on scrutiny and the call in process for members of the
TSG in the new year.
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7.3

8.0

Date of Next Meeting

Monday 10t February 2025 , 10-11.30, PMG Teams
Meeting.

Please note meeting invites have already been sent.

2025 Dates

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