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Like many other housing 
associations, the work we 
do does not come without 
its changes and challenges. 

These include the continued 
impact of benefit changes, 
including the roll-out of 
Universal Credit, reduced 
funding and a higher 
demand for housing 
services. 

However as the new Chief 
Executive of BVT, I am 

committed to taking on 
these challenges, finding 
innovative solutions and 
continuing to provide a great 
range of services to you.

I feel truly privileged to join 
this organisation and I look 
forward to working with 
staff and residents to lead it 
as it enters the next chapter 
of its exciting future.

I hope you enjoy reading our 
latest annual review.

Pete Richmond

*This data, and the statistics 
throughout this report, has been 
taken from BVT’s performance 
reports for Birmingham and 
Telford. It is based on the last 
full financial year, ending 31st 
December 2017. 

A special message from 
Peter Roach
It has been a great honour and privilege over 
the last 16 years to serve as Bournville Village 
Trust’s (BVT) Chief Executive, only the sixth 
chief executive in BVT’s 118 year history.

I feel fortunate to have worked for such a 
special organisation which remains true to its 
founder George Cadbury’s vision of creating 
flourishing communities.

This vision is not just about bricks and mortar. 
It is also about promoting good health, 
education, sustainable environments and 
involving people in decisions that affect them.

All of these things have stood us in good stead 
for the last 118 years and will continue to do so 
for a very long time.

Of course, there are many things that have 
changed. People’s expectations are higher 
and technological advances have been huge. 
Society is unrecognisable from 1900, yet people 
still need good quality affordable housing.

Peter Roach, Outgoing Chief Executive

Snapshot of the year

As I retire from BVT, I can only hope that 
housing continues to feature as a local and 
national priority because the shortage of new 
homes has been a problem for a very long time.

Furthermore, I hope that the current policy 
of promoting new garden villages and towns 
across the UK succeeds in creating flourishing 
new communities which embody the principles 
exemplified by BVT.

I believe we have a significant voice which 
needs to be heard and I hope we have the 
opportunity to influence the way in which  
they develop.

Thank you to all of those who I have met  
and worked with over the last 16 years  
and who have helped to make my time at  
BVT so rewarding and enjoyable.

Peter Roach
(Outgoing Chief Executive)

100%
Overall satisfaction  
with our lettings process

14
 formal 

complaints 
received 

86.4%
Overall satisfactionwith the handling of anti-social  behaviour complaints

99%
of all repairs completed on time 

A word from the Chair

Duncan Cadbury, Chair of BVT

Pete Richmond, Chief Executive of BVT

Welcome to our latest annual review. 

I would like to start by thanking Peter 
Roach for his dedication and enthusiasm for 
providing housing and services that make a 
real difference to people’s lives.

Peter has made a fantastic contribution to 
the Trust over the last 16 years, acting as an 
excellent ambassador and inspiring leader.  
On behalf of all Trustees, I wish him a happy 
and well-deserved retirement.

Moving onto this report, we at BVT believe that 
whether you live in Birmingham or Telford it is 
important that you are aware of the services 
that you receive from us in return for the rent 
or management charge that you pay. 

The report aims to highlight a number of 
these services, including what has been 
achieved in the last year and how satisfied you 
are with our performance. 

Looking to the future, 
we will continue to 
provide a great  
range of services 
to you under the 
leadership of our  
new Chief Executive, 
Pete Richmond.

Pete has many 
years of experience in community housing 
and led Pioneer Group (formerly Castle Vale 
Community Housing Association) for 20 years.

In welcoming Pete to BVT, the Trustees are 
confident that he will be able to navigate us 
through both the challenges and opportunities 
that lie ahead, and that he will be keeping BVT 
on track and living the vision and values of our 
founder George Cadbury.

Duncan Cadbury 

A message from the new 
Chief Executive
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Groups and forums

Over the last year, 100 of you have joined our 
Village Voices database. The database allows 
you to register your interest in different topics, 
from tenant services and estate stewardship to 
communication and young people and families. 

As a result many residents have been contacted 
and asked to provide feedback, comment on 
issues they are interested in and join us at 
events. 

Our Scrutiny Panel, made up of residents, has 
also made great progress over the last year and 
is almost at full capacity. 

They continue to work closely with staff, 
and other organisations, to monitor our 
performance and identify where improvements 
can be made.

For residents who find it difficult to attend 
meetings, we have also offered you the chance 
to take part in consultations and ‘live chats’ on 
social media. 

Involving you  
in what we do
Giving you the chance to get involved 
and make a difference to the way 
that we work, our services and your 
community is at the heart of what  
we do. 

We now have more involved residents than 
ever before and even more ways for you to 
contribute, from forums and groups to online 
discussions and events.

Jess Allan, Community Development Manager at BVT,  
taking selfies with residents at a digital event.

Support with digital skills

Building on the digital training workshops  
that we ran throughout 2017, we have 
continued to work with residents to improve 
their digital skills. 

In Birmingham, we offer weekly advice  
and support at digital drop-ins at Shenley 
Court Hall, following their successful launch 
last year. 

We are also offering tenants, affected by  
the changes to benefits, one-on-one sessions 
to help them build their confidence and skills 
in using online housing and benefit-related 
services. 

In Telford, our Oak Tree Community Centre 
in Lightmoor offers regular digital drop-in 
sessions for residents who need help  
getting online. 

Nearly 130 
residents and 

volunteers
got involved in  

projects and forums  
in Birmingham 

last year.

“I’ve lived in Bournville for 43 years.  
I really like the ethos of it and its greenness. 
I’m involved with St David’s Church, helped 
to run a coffee shop at St David’s Narthex  
[a community project of the church] and I 
represent Shenley on the Bournville Estate 
Management and Scheme Committee.”
Jenny Shardlow

Members of BVT’s resident-led Scrutiny Panel. 

Over 100
events and  

activities were  
held in Lawley  

in 2017.
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Community halls and services

During 2017, 3,000 of you used BVT-owned 
community halls in Birmingham each week. 

Activities at the halls, many of which are 
managed by volunteers from village councils, 
range from art and exercise classes to lunch 
and youth clubs.

Our Museum, Selly Manor, which BVT 
residents can enter for free with proof of 
address, saw its visitor figures increase again 
last year.

Over 19,000 people visited the Museum in 
2017 and the attraction was also awarded a 
£14,000 Heritage Lottery Fund grant to help 
protect its future.

Events and activities

Over the last year we have supported a 
range of community events and activities in 
Birmingham and Telford.

In Birmingham, we worked with venues  
and community groups across the Bournville 
estate to host the village’s first ever Heritage 
Open Day and the Bournville Christmas 
Festival.

Both events were very well attended and 
helped to support local shops and amenities. 
Over 80% of people who attended the 
Christmas Festival, and filled in a survey, 
said that they would go again.

During 2017, over 240 events and activities 
were held in Lightmoor and Lawley villages 
in Telford. They included resident welcome 
meetings, the Lawley 5k Fun Run and a 
Christmas celebration and fireworks event. 

To keep up-to-date with events happening 
in your area, you can sign-up to receive our 
online newsletter by going to our website  
bvt.org.uk/home-owners/register-for- 
home-owner-newsletter and completing  
a short form. 

AROUND
5,000

of you attended events like  
the Bournville Christmas 

Festival and Heritage  
Open Day last year.

 A family enjoying Bournville’s first ever Heritage Open Day.

OVER
200

runners took part in  
the Lawley 5k Fun Run  

to raise money  
for charity.

You said
“We need support 

accessing services  

online.”

We did 
We now provide a range of opportunities to support you. These include one-to-one support sessions for tenants at our office or in your home, weekly advice drop-ins for anyone wanting to improve their skills and we also signpost residents to other agencies if they want to do training courses.
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This is why we work hard to continuously 
improve the standard of our day-to-day repairs 
and major home improvements.

Over the last year, we have continued to review 
our maintenance services to ensure that they 
provide good value for money for the rent that 
you pay. 

Day-to-day repairs

Of all the repairs that were reported to us  
last year, 99% were completed within their 
target date. 

We commit to completing emergency  
repairs within 24 hours, urgent repairs  
within five working days and routine repairs 
within four weeks.

All of our rented homes received a gas safety 
check last year, with 99.9% of those checks 
completed within their target date.

Looking after your home  
and making improvements
We understand that repairs and 
maintenance is one of the most 
important services that we provide  
to you as a landlord. 

A member of Bournville PropertyCare Services (BPS).

Andrew Griffiths, Performance & Business Improvement Project 
Officer at BVT, at a maintenance exhibition. 

100%
of our homes  

met the Decent  
Homes Standard

100%
of you were satisfied with the 
helpfulness of staff dealing 

with your new tenancy. 

95.7%
of you were satisfied with 

the overall condition of 
your home when you 

moved in.

Planned maintenance and improvements

During 2017, we carried out a number of 
major improvements to rented homes.

In Birmingham and Telford, we fitted 143 new 
bathrooms, compared to 112 the year before, 
and 135 new kitchens. 

We also installed 173 new boilers, an increase 
from 2016 when we fitted 153, and replaced 
windows in 145 homes, compared to 30 for the 
previous year. 

On top of this, we carried out improvements 
to electrics in 464 homes and decorated the 
outside of 468 properties.

“I’m not a gardener really and have just 
learnt as I’ve gone along but I am now 
studying floristry. I started slowly with 
flowers in pots, just simple things, which 
really helped the neighbours to see the 
potential of the space in our  
communal garden.”
Sarah Bassi with her son Sebastian 
and daughter Daisy
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Providing housing for all members of the 
community is important to us. Therefore, we 
also manage homes for older people, people 
with learning disabilities and young care 
leavers aged 16-19. 

Developing new homes is also vital and over 
the last year we have continued to do this by 
building properties for social rent and shared 
ownership.

Managing our rented homes

Satisfaction with the way we let homes 
continues to be high, with 100% of residents 
telling us that they are satisfied with the 
lettings process.

The majority of residents also told us that 
they would endorse our lettings service, with 
99.1% saying that they would recommend us 
to others.

At the end of 2017, rent arrears, as a 
percentage of the total rent due for the year, 
amounted to 2.36% in Birmingham and 2.08% 
in Shropshire. This is a slight decrease from 
the previous year.

 If you are a BVT tenant and are struggling  
to pay your rent or manage your money, 
please contact us on 0300 333 6540 for 
support and advice. 

Supporting you to manage your tenancy 

When it comes to the information and advice 
that we provide when you first move into your 
rented home, 100% of you told us you were 
satisfied with it. 

The majority of residents also said that they 
were pleased with the way that we kept them 
informed during the lettings process, with 
99.1% saying they thought we did a good job.

Supporting you to manage your tenancy 
does not end when you move into your home 
though. 

Our Housing team continue to support 
residents by providing advice on issues 
ranging from benefits and career 
opportunities to looking after your home and 
improving your digital skills. 

Resident Tina Hemmings, one of the first to move into new homes in 
Lightmoor, being presented with flowers from BVT Housing Officer 
Paula Millward

Managing &  
building 
homes
We manage 3,800 social rented 
homes in Birmingham and Telford and 
provide a management service to a 
further 5,000 properties.

During 2017, our Housing team:

•  Reviewed the way we work to ensure that 
we are providing high quality services at the 
best value for money

•  Got to know you better as part of our 
‘Getting to Know You’ campaign, which 
involved us updating basic details about you 
and your household

•  Continued to work with residents affected by 
the introduction of Universal Credit, offering 
help and advice to navigate these changes. 

Tackling anti-social behaviour (ASB)

Of all the ASB incidents reported to us 
during 2017, 86.4% of residents reported that 
they were satisfied with the way that their 
complaint had been handled.

Whilst not everyone was satisfied with the 
outcome of their complaint (83.3% reported 
they were pleased with the way it turned out), 
100% of residents would recommend the 
service to others.

Since we launched our ASB advice tool on  
our website in April last year, the tool, and 
other related advice pages, have been  
viewed 1,947 times. 

The tool allows you to select from a number  
of typical issues with advice given depending 
on your answers. 

To use the tool, please go to  
bvt.org.uk/your-bvt/anti-social-
behaviour-advice-tool

You said
“We want a cost-effective 

and easy way to swap 

homes when we want to 

move on.”

We did 
Following your feedback we have now subscribed to HomeSwapper, the UK’s largest community of social housing tenants looking for a house swap. BVT tenants can sign up to the service for free, whether you want to downsize  or find a larger home. You can register online by going to homeswapper.co.uk

86.4%
of you told us you 

were satisfied with 
the time in which 

your ASB case was 
dealt with. 

Building new homes

From 1st April 2017 to March 2018, we 
built seven new homes and started work 
on a further five properties for social and 
affordable rents. 

This is a decrease on the number of homes 
that we developed in 2016 and is partly as a 
result of the Government’s requirements that 
the majority of rents on tenanted properties, 
managed by housing associations, have to 
reduce by 1% a year for four years. 

We have continued to develop new homes in 
Lightmoor and over the next 12 months, we 
will welcome around 35 new households into 
the village.

In Birmingham we continued to work with 
Crest Nicholson on their Bournville Park 
development, with the first BVT residents now 
in occupation. 

In total, we will manage 20 of the 138 homes 
being built at the development including 15 
apartments for shared ownership.

We also successfully oversaw the build of a 
brand new toilet block for our museum,  
Selly Manor.
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“I was born in a house in Heath Road and 
have lived in Bournville all my life for 
which I feel very blessed. I love the layout 
of the estate and the way it’s been built, 
you have a feeling of living in the country.”
Joyce Stone

“The best thing about 
Bournville? The neighbours. 
It’s such a nice environment 

and I think that helps create a 
sense of identity.”

Ghiyas Somra

Customer service  
and good  
communication

Over the last year, all of our staff have 
taken part in customer service training to 
improve their skills and the services that 
we provide to you. 

Great customer care 

We are pleased to report that over the 
last year nearly all the calls that we 
received were answered within our target 
of three minutes.

In fact we saw an increase from the 
previous year, with 99.5% of all calls 
being answered on time compared to 
96.1% in 2016. 

The 0.5% of calls not answered within 
three minutes were put on hold until an 
advisor was available or the customer 
ended the call.

To help us to continue to improve 
customer service, we need your feedback 
and have created an online survey that 
you can fill in whenever you have contact 
with us.

The short survey takes less than two 
minutes to complete and provides 
valuable feedback that we can learn from.

You can complete the survey at bvt.org.
uk/your-bvt/complete-a-customer-
service-survey

Homes in Lightmoor village.Homes in Bournville.

0.26%
of rent lost due to rented 
homes being empty and 
repaired for new tenants.

94.2%
of you said it was easy to 
contact a member of staff 

to report ASB.

250
new households  

will be welcomed 
into Lawley over the 

next 12 months.

Providing excellent customer care 
and communication in every situation 
is important to us. This is why we 
are always working hard to make 
improvements to the services that  
we provide.

89.4%
of you were satisfied with 

the level of customer 
service from staff dealing 

with an ASB complaint.
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2,602
 number of people who 

‘like’ our Facebook page. 

A member of the Bournville Village Landscapes team. 
In these instances, this means that there was 
fault on both sides and we worked with the 
complainant/s to resolve the situation.

Good communication

Listening to your views and learning from 
them is an important part of improving our 
services.

We have now made it even easier for you to 
give us your feedback on repairs with the 
introduction of a digital survey.

All tenants who have had a repair, are 
invited to answer five questions by one of 
our tradespeople on a hand-held device. 
The survey, which is anonymous, helps us 
to identify ways in which we can make our 
services better and learn from good practice.

Compliments and complaints

We are proud to say that we received almost 
four times as many compliments as we did 
formal complaints during 2017.

In total we received 55 compliments, ranging 
from feedback on our repairs and landscapes 
service to positive feedback on the work of 
our Customer Services team and care and 
support services.

There have been times over the last year 
though when our services fell short of the 
standards we set ourselves. 

In 2017 we had 14 formal complaints, a 
decrease from 20 complaints for the  
previous year. 

Of the 14 formal complaints that we received:

• Three were about estate services 
• One concerned our lettings service
• Two were about how we managed tenancies
• One concerned our gas service
• Four were about our repairs service 
• Three were about planned maintenance.

In total, two complaints about our repairs 
service, one about our gas service and two 
about planned maintenance were upheld by 
us. This means that, in these cases, we were 
in the wrong and resolved to fix the issue. 

Two complaints about our repairs service, one 
about our estate services and one about how 
we managed tenancies were partially upheld. 

John Haywood, Estates Manager at BVT, at a residents welcome 
meeting in Lawley

You said
“We want it to be easier to find 

information about management 

charges and services for home 

owners on the BVT website.”

100%
of complaints were  

acknowledged by our  
Customer Services team 

 within two  
working days 

Over the last year we have also offered you 
the opportunity to give us feedback on one-off 
events, like the Bournville Christmas Festival, 
and issues such as fire safety in flats via 
online surveys and tenant services sessions. 

In addition, we also trialled live question and 
answer sessions about our estate services on 
Facebook which reached over 3,000 people 
and saw 23 questions asked by participants. 

To continue to provide great communication 
that offers good value for money, we also 
made changes to our resident newsletter, 
inView. 

We have created two different issues of 
the magazine, an online newsletter for 
homeowners and a paper version of the 
magazine for tenants. Both of these will 
contain content that is specific and  
relevant to you. 

We did 
Following feedback from the Scrutiny Panel, we introduced a new ‘homeowners’ section on the website - bvt.org.uk/our-homes/home-owners - which explains more about our responsibilities and yours as a homeowner. There is also information about buying your freehold, making alterations to your home and subletting. BVT Annual Review 2018/2019  |  1514  |  BVT Annual Review 2018/2019



Looking after  
your  
neighbourhood 

Managing where you live

In 2017, we spent over £3.8 million managing 
and maintaining estates in Birmingham and 
Telford.

This included work to open spaces and 
parks, tree works, maintenance of communal 
lighting and the replacement of larger items 
like paths and tarmacked areas.

In Birmingham, we cut over 500,000 sq. 
metres of grass, trimmed over 14 miles of 
hedges and emptied 90 litter bins between 
three and five times each week during 2017.

In Lightmoor, we worked with residents to 
open an area of space specifically for dog 
walking and training and in Lawley, we 
collected litter amounting to the weight of 
over 75,000 chocolate bar wrappers.

Protecting and preserving your 
community 

We know that protecting and preserving 
the special identity of your community is as 
important to you as it is to us.

To help us to do this, we use special legal 
covenants granted to us to protect the 
integrity of where you live. 

Over the last year, we processed over 
300 applications for changes to homes in 
Birmingham.

We also worked with residents who breached 
covenants to rectify the situation before it had 
a negative impact on their neighbourhood. 

In addition, we replaced 30 BVT-owned street 
signs in Birmingham and introduced a new 
driveway policy to help protect and enhance 
the ‘green’ look of the estate. 

In Lightmoor, we reviewed the Integrated 
Reception System (IRS) to protect the long 
term provision of your TV and radio service 
and in Lawley, we carried out over 150 estate 
inspections.

Working with you 

Creating flourishing communities is not 
something that can be done by BVT alone. 
It takes team work and involvement from 
residents to make places really thrive. 

Residents Anne Ellis and Laurence Newman who have participated in 
the National Garden Scheme.

Living in communities that are well looked after all year round is something 
that you tell us is important to you. To achieve this, our Landscapes and Estates 
teams work hard to protect your neighbourhood and ensure its unique identity is 
improved and maintained. 

This is why we work with you in lots of 
different ways, including through management 
committees and panels.

Over the last year we have bolstered resident 
representation on our Bournville Estate 
Management and Scheme Committee by 
recruiting three new resident reps. 

In Lightmoor and Lawley we also continued 
to offer residents the opportunity to join 
management committees for the villages.

For more informal involvement, we hold 
regular ‘Estate Date’ events in Telford for you  
to talk to staff out of hours.

Many of you are passionate about the 
environment, so during 2017 we supported  
a number of ‘green’ projects. 

Our Green Forum in Birmingham has over 
60 members who share ideas and work on 
projects related to gardens and open spaces.  
It is one of the most active resident  
involvement groups at BVT. 

We also helped residents to  
open their gardens 
as part of the 
National Garden 
Scheme (NGS), ran 
the Big Tidy Up for 
a second year and 
presented residents 
in Birmingham and 
Telford with garden 
awards. 

A member of the Bournville 
Village Landscapes team

95%
of all home alteration 

applications in Lightmoor 
were granted consent

You said
“A service road in Hay Green Lane 

in Bournville is getting muddy and 

damaged by vehicles parking on the 

grass verge.”

“Bob is chair of the Bournville 
Society [a local history group] and 
has written a book about Bournville.
We’ve travelled the world but 
always enjoy coming back home to 
Bournville.”
Annette and Bob Booth 

We did 
We introduced a layby so that  vehicles could park on an area of hardstanding and not the  grass verge.
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If you would prefer to read our full financial 
statement, please visit our website where 
you can also read our latest value for money 
statement.

In the 2017 financial year, we made a net 
revenue surplus of £2.4m. This figure is the 
surplus made on our day-to-day operations. 

We use this surplus, along with loans, to 
finance our development programme and 
build more homes. Most of the new homes we 
acquired last year were in Lightmoor village. 

The main issue affecting our financial 
position in 2017 remained the Government’s 
requirement that the majority of rents on 
tenanted properties, managed by housing 
associations like BVT, have to reduce by 1% a 
year for four years, beginning in 2016. 

This change continues to have a significant 
effect on BVT and the majority of other 
housing associations.

Where does your money go? 
A word from the Director of 
Financial Services
To try to make the figures in this report easy to follow, we have provided a  
summary of BVT’s financial performance for the last full financial year, ended  
31st December 2017. 

Director of Financial Services, David Robinson.

  We spend most of our income on the repair  and maintenance of  our homes

We spend
£3.8m

on maintaining, 
preserving and 

protecting  
our estates

We spend
£2.5m

on care homes, services 
for older people and 
people with learning 

disabilities

Housing rents account for over 80% of our 
total income and this has meant that we have 
had to make some difficult decisions to ensure 
that we remain financially sound and able to 
provide you with the best possible service now 
and into the future. 

We remain committed to providing value for 
money and delivering our vision of creating 
flourishing communities where people choose 
to live. 

Bournville Works Housing Society 
(BWHS)

BWHS continues to perform well in financial 
terms. In 2017, it achieved a surplus of 
£580,000. 

Like BVT, BWHS has also been affected by 
the imposition of rent reductions and has had 
to review some of its expenditure projections 
over that period to ensure that it can retain its 
financial strength.

David Robinson

We spend 
£3.6m  
on managing 

our homes
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Facts & figures

Where BWHS’s money goes:

  42%  Housing property maintenance (including day-to-day 
repairs and planned maintenance to homes): £302,000

  22%  Managing homes (including front-line and back office 
services): £153,000

   1%  Providing care and support: £5,000

 35%  Depreciation: £249,000

  Total expenditure: £709,000

Where BVT’s money comes from:

  81%   Rent from the housing that we manage and  
the maintenance charges: £22.3m

   5%  Property and land sales: £1.4m

    10%   Other rents (including shops, agricultural  
estates etc.): £2.8m

    3%   Trading income (including income from our 
commercial arms such as Bournville PropertyCare 
Services and shared profit from partnerships): 
£891,000

   1%  Investment income: £346,000

  Total income: £27.8m

Where BVT’s money goes:

  23%    Housing property maintenance (including day-to-day 
repairs and planned maintenance to homes): £5.6m

   14%   Managing homes (including front-line and  
 back office services): £3.6m

   10%   Providing care and support (including housing  
 for people with learning disabilities): £2.5m

    3%   Service costs (such as communal heating  
and lighting): £815,000

    15%   Maintenance of our estates (including neighbourhood 
infrastructure, open spaces, parks, shops and 
community services): £3.8m

   19%  Interest charges (charges on our loans): £4.9m

    3%   Trading expenses (including our commercial arms): 
£836,000

   12%  Depreciation: £3.1m

   1%  Costs written-off and bad debts: £284,000

   Total expenditure: £25.4m

Where BWHS’ money comes from:

    99% Rent from the houses managed by BHWS: £1.3m

   1% Investment income: £3,000

  Total income: £1.3m

Please note that figures are rounded for the 
purpose of this report.
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Plans for the future

Looking after your home and  
making improvements

We will be:

•  Doing more reviews with our Housing and 
Customer Services teams to ensure we are 
providing an efficient, customer-focused 
service wherever you live

•  Formalising the ‘Rent Is Your Responsibility’ 
policy which will support us and tenants 
in reducing the impact of the changes to 
benefits

•  Implementing a new lettings and allocation 
policy and procedure that is adaptable to 
customers’ needs.

Looking after your neighbourhood

We will be: 

•  Introducing a new online portal to process 
home alteration applications more quickly 
and in a user-friendly way

•  Working with you to review the Design 
Guides for Lightmoor and Lawley villages 
to make sure they are easy to use and 
understand

•  Implementing a new breach policy for 
Lightmoor and Lawley villages with the aim 
of resolving breaches to our Design Guides 
much more effectively

•  Undertaking a painting programme to the 
Shenley shops, park and the playground / 
multi-use games area (MUGA) 

•  Applying for Green Flag status for  
Weoley Park. 

Customer service and good 
communication

We will be: 

•  Using the skills that we have learnt through 
customer service training to provide you with 
better customer care and communication in 
every situation

•  Making further improvements to our website 
so that it is more user-friendly and easier to 
navigate on all digital devices

•  Launching our new customer newsletters 
in order to continue to provide relevant 
information that offers value for money.

We hope you have enjoyed reading 
this annual review. Here are just a 
few of the things that you have to look 
forward to in 2018/19. 

Involving you in what we do

We will be:

•  Encouraging more tenants to engage and 
take advantage of events, projects and 
activities provided by BVT and our partners 
in their area

•  Building on our digital support work by 
partnering with an organisation called We 
Are Digital which specialise in supporting 
tenants to use online services

•  Continuing to build partnerships, both 
local and national, in Birmingham and 
Telford which help to create flourishing 
communities

•  Introducing community events and activities 
panels for residents in Lightmoor and 
Lawley to assist the Community team in 
planning for the future

•  Work with residents in Lightmoor and 
Lawley to review how we communicate and 
ensure we are providing the most up-to-date 
and relevant information.

Managing and building new homes

We will be: 

•  Getting the final phase of Bournville’s 
flagship care village, College Green, 
underway

•  Completing improvements to the main 
entrance of Weoley Hill Village Hall 

•  Taking ownership of some land in Lawley 
from developers in phases 1a,1b, four  
and six

•  Continuing to work on bringing Squatters 
Cottage in Lightmoor back into use.

Hitesh Champaneri, Development Manager at BVT, with  
Laura Thompson, her daughter Holly, and Gillian Figures, 
Housing Officer at BVT. 

Homes in Shenley.

BVT Chair Duncan Cadbury with members of the  
Weoley Hill Bowling Club.

Fleur Hemming, Community Development and Involvement Manager 
at BVT, at a community event.
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Bournville Village Trust (BVT) is a charity and housing 
organisation founded by chocolate-maker and philanthropist 
George Cadbury in 1900. Our vision is to create and sustain 
flourishing communities where people choose to live and 
we do this by providing high-quality housing and estate 
management services across Birmingham and Telford. 
Our Board of Trustees has overall responsibility for the 
governance of BVT and use their wealth of knowledge and 
broad experience to ensure we continue to flourish.

To find out more about our Trustees, please visit  
our website bvt.org.uk 

Bournville Village Trust 
350 Bournville Lane, Bournville, 
Birmingham, B30 1QY

Cherry Tree House, 1 Lightmoor Way,  
Lightmoor Village, Telford, TF4 3TX

T 0300 333 6540  
E enquiries@bvt.org.uk

bvt.org.uk


