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I have also spent time looking at the environment 
we operate in and the challenges this presents. 
Nationally, we have seen political uncertainty, 
modest rates of economic growth and public 
services remaining under financial pressure. 
Regionally, Birmingham continues to grow with 
under 25s accounting for nearly 40% of the 
population and 80,000 new homes needing to be 
developed to meet demand. There is a Big City 
Plan, bringing economic prosperity, and in 2022 
Birmingham will host the Commonwealth Games. In 
Telford the population is expected to increase from 
170,000 to 196,000 by 2031 and it is one of the fastest 
housebuilding regions in the UK. 

Whilst the challenges presented may be different, 
there is one theme they share - change. The world 
around us is changing every day, from technology 

and employment to the environment. As the world 
changes so must we, which is why in late 2018 we 
started a major strategic review of the organisation 
and a review of our services. 

I believe that understanding our customers, 
listening to them and getting to the crux of their 
needs is the first step in developing great services. 
Our repairs service, Bournville PropertyCare Services 
(BPS), has taken the lead in this area, meeting with 
customers, understanding the service they need 
and agreeing what will be delivered. All of our 
services will be reviewed in this way. Change may 
not happen overnight, but it will happen.

We will carry out these service reviews and the 
wider review of the organisation guided by our 
founder George Cadbury’s vision. A foresighted 
social reformer, he valued dignity and respect for 
all and now more than ever, as some of the same 
issues he aimed to solve remain prevalent today, 
we feel these values should be at the forefront of 
everything that we do.

Thank you to all the customers and partners who 
have supported the strategic review and the review 
of our services. We look forward to sharing the 
results with you and creating a new future for BVT 
and its customers. 

Welcome to our  
Annual Report. 
Since joining Bournville Village Trust (BVT) last year I have spent a lot of time 
getting to know the organisation and I have gained an insight into some of the  
great work that we are doing, some of which is reflected in this annual report.  
I have met staff and partner organisations, civic leaders, resident groups, 
village councils and people who feel passionate about where they live  
and the services we provide to them.

Pete Richmond
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customers, listening 
to them and getting 
to the crux of their 
needs is the first step 
in developing great 
services.” 
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Foreword  
from Roger Wilson. 
I would like to start with a huge thank you to my predecessor Duncan Cadbury,  
whose chairmanship ended in March 2019. Duncan has been a dedicated  
and enthusiastic chair of Trustees, giving so much of his time to the role and 
acting as an excellent ambassador for BVT. I am greatly honoured to take  
over from Duncan, especially at a time when BVT is setting about creating  
a new future for itself and its residents.

As BVT’s Chief Executive Pete Richmond has already 
explained, the world around us is changing every 
day and at an incredible pace. In response, we 
must adapt too if we are to continue to meet the 
needs of those who rely on our services today and 
will need them in the future. This is why I and the 
rest of the Board of Trustees have welcomed BVT’s 
strategic review. 

Working with Pete and other BVT colleagues, we 
have shared our thoughts on the future of BVT and 
visited other organisations to learn from them. 
We have examined the issues facing not just BVT 
residents, but the wider areas in which we operate 
and considered what action our foresighted 
founder, George Cadbury, would have taken to 
address issues such as child poverty, the impact of 
climate change and the housing shortage. 

George did much to try to tackle the health 
inequalities he saw and sadly some of the issues 
still prevail today. As part of the strategic review, 
I have shared my own experiences, as Chair of 
the Gloucestershire Health & Wellbeing Board, 
where I have seen the impact a poor quality of 
life, including inadequate housing, can have on a 
person’s physical and mental health and wellbeing. 
I have also met with BVT residents, listening to their 
views and concerns. 

All of this work will pave the way for a new direction 
for BVT and this year is a pivotal one for the 
organisation and its future. Yet we must not forget 
what we have achieved over the last year and I am 
pleased to be reminded of some of the fantastic 
work we have done during 2018 in this report.

We have continued to support tenants and 
communities to break down personal and societal 
barriers and help people to thrive, and we have 
worked in partnership with others to house those 
who had recently experienced or been on the cusp 
of homelessness, an issue that continues to be 
prevalent in Birmingham in particular. 

These successes demonstrate that there is a 
solid foundation to build BVT’s future on and I 
am committed as Chair, as are other Trustees, to 
supporting this to happen. I look forward to  
working with you and meeting many of you  
over the next year.

Snapshot  
of 2018.

£4.4m
spent on maintaining, 

preserving and  
protecting estates.

91%
of routine repairs 

completed in four weeks.

87.5%
satisfaction with the 

handling of anti -social 
behaviour complaints. 

11,000
day-to-day repairs 

completed.

99.1%
of new tenants would recommend  
our lettings process to others.

Roger Wilson
4 5
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Reviewing what we do

Repairs is one of our most important services, so 
getting it right is critical to providing tenants with 
value for money for the rent they pay. In 2018 we 
continued a major review of our repairs service, 
which is provided by Bournville PropertyCare 
Services (BPS) our in-house maintenance team. 
This review involved looking at how we do things 
inside the organisation like improving health and 
safety, restructuring our teams, checking the quality 
of repairs and monitoring how we are performing 
against targets. 

Consulting with residents

Over the last year, we also met with tenants to 
understand what a quality repairs service looks 
like to them. A total of 40 residents in Birmingham 
and Telford attended consultation sessions and 
told us that we need to do better at keeping them 
up-to-date about follow up work and make sure 
that we stick to an agreed tenant responsibility list 
to prevent inconsistencies. Tenants also told us that 
we need to look at improving the quality of some 
fixtures like taps, door handles and light fittings so 
they last longer. In response, we are reviewing how 
we provide day-to-day repairs and gas servicing 
as well as the standard of empty homes to agree  
a consistent, safe and quality service for all of  
these areas.

Making improvements to homes 

As well as reviewing our repairs service, over the 
last year we also began to look carefully at how 
we carry out major improvements to homes. In 
2018, we fitted 82 kitchens, 69 bathrooms and 
installed 156 new heating systems. We also made 
improvements to the electrics in 323 homes in 
Birmingham and Telford. We took the decision to 
pause all non-essential planned maintenance work 
for 2019 so that we could use the time to get a solid 
understanding of the condition of our homes, new 
technologies, environmental sustainability and 
residents’ priorities. 

This review will continue into 2019 and will 
involve checking data on thousands of kitchens, 
bathrooms, heating systems, electrics, roofs 
and windows. Over 10,000 compliance-related 
certificates and assessments, including gas and 
electrical certificates and fire risk assessments, will 
also be audited.

Over the next year, we want to…

•  Make sure we uphold excellent health and safety 
standards to keep our staff and residents safe.

•  Complete the review of our repairs service 
and develop technical standards that provide 
residents with good value for money and a  
quality service.

•  Maintain our excellent record for completing  
gas services.

•  Achieve higher levels of customer  
satisfaction with repairs. 

•  Talk to you about planned maintenance, including 
consulting with you on how this service is 
provided. 

Looking after homes.

220
homes prepared  

for letting.

90%
of emergency repairs 

completed in 24 hours.

100%
of gas services completed 

by their due date.

4,000
gas services completed.

86%
of urgent repairs completed 
in five working days.

Homes between Green Moors and Harding Wood in Lightmoor. 

Neil Perry, electrician.
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Listening to residents 

At BVT supporting tenants and communities to 
flourish is just as important to us as the quality of 
the homes that we manage. We feel privileged 
that so many residents want to help us improve 
our services and play an active role in making 
their communities great places to live. By the 
end of 2018, over 200 residents had signed up 
to our engagement database, Village Voices, to 
feedback on a range of issues. Over the last year, 
members of Village Voices contributed to a review 
of our repairs service, fire safety in flats, customer 
communication and took part in environmental 
projects. Our Scrutiny Panel, which carry out in-
depth service reviews, also examined the role 

of shops and how they contribute to flourishing 
communities, making important recommendations 
as we review our long-term future. In Telford we 
formed a partnership with the Lawley Village 
Community Association to review the services 
provided in the village and worked with the 
Community Events and Activities Panel to plan 
events and activities in Lightmoor. 

Supporting residents 

In 2018 we offered digital support specifically to 
all those affected by the introduction of Universal 
Credit. We worked with an organisation called We 
are Digital to provide this help and also continued 

to offer more general support at digital drop-ins 
in Birmingham and Telford. For residents looking 
for help to get back into work, we teamed up with 
Remploy, which helps people aged over 18 with 
a health condition or disability to find a job. Our 
income teams and specialist financial inclusion 
officer also continued to support tenants affected 
by other changes to benefits.

Working with communities

Over the last year we worked with a variety of 
different community groups, organisations and 
village councils on issues that matter to residents. 
In Birmingham we supported the work of Bournville 
Village and Weoley Hill Village Councils, including 
the Bournville and Christmas festivals and the 
fireworks display. We also worked with the Busy 
Parents Network and Selly Manor Museum, offering 
65 free tickets to tenants for some of their events. 
We also supported residents in our sheltered 
housing schemes to take part in the Bournville Age 
of Creativity Festival. In Telford, over 200 events and 
activities took place in areas such as Woodside, 
Brookside and Dawley as well as in Lightmoor and 
Lawley. These included estate visits, consultations, 
community fun days and celebrations.

Over the next year, we want to… 

•  Celebrate the tremendous contribution social 
housing tenants make to our communities 
through a campaign called See the Person.

•  Mark the centenary of Bournville Works Housing 
Society.

•  Provide opportunities for residents to help shape 
BVT’s future plans and direction as part of a  
major strategic review. 

•  Talk and listen to tenants about different aspects 
of our repairs and planned maintenance service.

•  Establish a new residents’ forum in Lightmoor to 
revisit the village’s vision and provide community 
-led leadership.

•  Support the work of Lawley Village Community 
Association and Telford and Wrekin Council, as 
part of the Council’s New Communities Fund and 
‘task force’.

Supporting residents  
and communities. 

Scrutiny Panel members, Lorraine Lawson and Paul Chilton.

Leroy Brown, member of Village Voices
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You said: 

Please provide more flexible ways 
for us to get involved with BVT.

We did:
We launched Village Voices, an engagement database, 
which gives you the chance to feedback on a range of issues, 
from services for tenants like repairs and lettings, to how we 
manage green spaces and look after our estates. 

By registering, you can attend focus groups covering 
issues that you are interested in, give us your feedback 
online or get involved in one-off projects or events. You can 
join the database via our website www.bvt.org.uk/our-
communities/join-our-engagement-database/ 

8 9



Diane McCall, Anti-Social Behaviour Officer

Managing our rented homes 

We manage 3,800 rented homes in Birmingham 
and Telford, providing affordable and good 
quality accommodation to those most in need. 
Over the last year, we started to review how we 
let our homes to meet the needs of current and 
potential tenants. We also introduced a consistent 
affordability assessment for all new applicants with 
a focus on identifying where additional support 
can be offered to help potential tenants get a 
tenancy with us. During 2018 we provided safe and 
secure homes to those who can find it particularly 
difficult to rent a home. We worked in partnership 
with Spring Housing Association, the West Midlands 
Combined Authority and the job centre to house 
five people who had experienced or were at risk of 
homelessness. To make it as easy as possible for 
tenants in Birmingham and Telford to downsize or 
move to a larger home, we partnered with Home 
Swapper, a mutual home exchange service, which 
BVT tenants can use for free. Satisfaction with the 
overall condition of the homes that we let remained 
high during 2018, with 90.6% of tenants saying that 
they were pleased with their property when they 
moved in. 

Supporting residents to manage their tenancy 

Supporting tenants to pay their rent on time, and 
keep rent accounts in credit, is a very important 
part of managing and maintaining a tenancy. 
During 2018, we introduced a new approach to 
supporting tenants to manage their rent accounts 
in response to the introduction of Universal Credit 
full service. Called Rent Smart, the aim of the 
approach is to help tenants to keep their rent 
accounts in credit to provide a financial buffer if 
they run into money problems. The campaign also 
aims to help tenants manage changes in their 
circumstances and check they are receiving all 
the benefits they may be entitled to. As a result 
of this work, we have been able to significantly 
increase the number of tenants who have kept 
their rent accounts in credit and between January 
2018 and January 2019, tenants increased their 
credit balances by over £100k. Working with tenants 
to keep their homes safe is also important to us. 
Over the last year, we consulted with tenants 
on changes to our policy on storing items in 
communal areas like hallways. As a result, we now 
have much clearer guidance for tenants, ensuring 
corridors are clear and safe for all.

Managing and developing 
new homes.

98.3%
of tenants were satisfied 
with the helpfulness of staff 
dealing with a new tenancy.

Homes on Green Meadow Road in Shenley.
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“We provided safe and secure  
homes to those who can find it  

particularly difficult to rent”
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Developing new homes 

During 2018 we completed the development of 29 
new homes for social rent in Telford, investing £2.1 
million. We also started work on building 35 homes 
of which 20 will be for social rent and 15 for low 
cost home ownership in Birmingham and Telford, 
helping a range of people to find a home. The 
final phase of College Green, Bournville’s flagship 
care village, moved forward. We appointed health 
specialists Assura to develop the health and 
wellbeing centre, which will meet the needs of the 
community for years to come. In Lawley, Telford, we 
took ownership of 24 courtyards from developers 
and worked as advocates for residents by reporting 
to developers where work was needed to maintain 
areas not in BVT’s ownership. Renovation work was 
made to both Squatters Cottage in Lightmoor and 
Weoley Hill Village Hall in Bournville, improving both 
facilities for residents. 

We made improvements to our nursing home, 
Sellywood House, by installing a new bathroom 
with a special bath and hoist to improve services 
for some of our most vulnerable residents. Our 
home for people with learning disabilities was also 
awarded a ‘good’ rating following an inspection by 
the care regulator. 

Over the next year we want to…

•  Carry out a full review of how we deliver our 
housing services to ensure they meet the needs  
of our customers.

•  Build on our Rent Smart campaign and support 
tenants through the challenges Universal Credit 
presents to empower them to sustain their 
tenancies.

•  Improve tenants’ access to their information and 
the services we provide online.

•  Deliver ongoing training to our Customer Services 
team to give them the skills to resolve 80% of 
enquiries with a ‘first time resolution’.

•  Make best use of our Tenant Support and 
Community Grant funds to support tenants who 
experience financial hardship.

•  Enhance the support we offer to tenants to help 
them to sustain their tenancies, including working 
with the Birmingham Social Housing Partnership to 
prevent evictions.

81.2%
of tenants were happy with 
support given in relation to 
anti-social behaviour.

0.55%
of rent lost due to rented 
homes being empty and 
repaired for new tenants.

Liz Freeth, Project Co-ordinator at the Holdings,  
our accommodation for care leavers.

Homes on the Hole Farm Estate in Northfield.
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Enhancing neighbourhoods and open spaces

We believe in making sure that the neighbourhoods 
we work in are well looked after with good quality 
open spaces for residents to enjoy. Our in-house 
landscapes team, Bournville Village Landscapes 
(BVL), are responsible for maintaining open spaces 
including cutting grass and hedges, planting, 
pruning, weeding and looking after trees. They 
also manage a number of parks and meadows 
including, Weoley Park, Shenley Play Area and Park, 
Green Meadow Park, Garland Way Park and Pool, 
Woodlands Park, Croppings Park, Holywell Meadow 
and Woodlands East Meadow. During 2018, we re-
laid paths at Shenley Park, installed fencing along 
Weoley Park stream, replaced street signs and 
installed new bins around Bournville Green and the 
shops. In Telford, we worked with residents to create 
a new Community Garden in Lightmoor and carried 
out over 50 estate inspections and held 24 estate 
events where residents could raise estate-related 
issues with us out of office hours.

Working with residents to improve their homes

We wanted to make it easier for residents to make 
alterations to their homes. So in 2018, we developed 
a new online form and Property Portal which allows 
residents to submit and track applications through 
our website. Since launching the form and Property 
Portal, 245 applications have been submitted 
online and last year we processed a total of 512 
applications for property alterations in Birmingham 
and Telford. Over the last year, we recruited two 
new Estate Officers in Birmingham to enable us to 
carry out a more proactive and efficient estates 
service. In Telford, we put in place a dedicated point 
of contact for all Lawley issues.

Looking after  
neighbourhoods.

16
residents  
presented  
with BVT  
Garden  
Awards.

140
residents involved in 
environmentally - friendly 
activities and projects.

Homes in Alder Lane, Bournville.

Homes in Trefoil Close, Shenley.

Nigel Wood and Vincent Griffith, members of our Green Forum.
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We emptied

19,000
BVT bins in Birmingham

Empowering residents to make change

Last year we continued to work with residents 
to maintain and enhance the appearance and 
amenity of our estates. In Birmingham and Telford, 
resident reps remained active members of our 
estate committees and worked alongside Trustees 
and managers to make important decisions 
about how areas are managed. They represented 
residents in matters relating to management 
charges, design guides and appeals about 
applications for alterations to homes. During 2018 
we developed a partnership with Lawley residents 
to start the process of reshaping the stewardship 
service provided in the village. We also worked 
with residents on projects that they felt passionate 
about, from supporting residents to raise money for 
charity by opening their gardens to the public to 
supporting the work of BVT’s Green Forum.

Over the next year we want to…

•  Carry out a full review of our stewardship  
service in Lightmoor.

•  Carry out a full review of our estate services in 
Bournville and the Bournville Design Guide.

•  Work with residents to establish a wild flower 
meadow in Weoley Hill in Birmingham.

•  Encourage more people to use the Oak Tree 
Community Centre in Lightmoor.

•  Create new opportunities for Shropshire tenants 
to feel involved in the services they receive.

•  Review the welcome pack information with 
Shropshire tenants so they feel better connected 
to their community.

Homes in Stocking Park Road in Lightmoor.

Daniel Elliott, Landscape Maintenance Operative.

98.2%
of tenants were satisfied 
with our lettings process.

We collected 

180,000
chocolate bar wrappers  

worth of litter weight  
in Telford.
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Managing compliments and complaints

Providing excellent customer care is really 
important to us and we encourage all forms of 
feedback, whether complimentary or not, so we 
can learn and improve. During 2018 we received 
41 recorded compliments. These ranged from 
compliments for our repairs and landscaping 
services to positive feedback on the work of our 
care homes. 

A total of 67 complaints were made of which 23 
went onto stage one of our complaints process, 
also known as ‘formal complaints’. This is an 
increase on the 14 formal complaints made in 2017.

Of all 23 complaints received last year…

• Three related to our estates service.
• One was about anti-social behaviour.
• Four were related to how we manage tenancies.
• Twelve were about our repairs service.
• Three were related to planned maintenance. 

In total seven complaints, including one about our 
estates service and six about our repairs service, 
were upheld. This means we were in the wrong and 
resolved to fix issues. Two complaints including one 
about how we manage tenancies and another 
about our repairs service were partially upheld.  
On these occasions there was fault on both sides  
and we worked with the complainant/s to remedy 
the issue. 

Providing value for money

In 2018, we made a net revenue surplus of £1.5m 
on our day-to-day operations. We used this 
surplus, along with loans, to invest in the homes we 
manage and fund our development programme, 
which last year saw us build new homes in 
Lightmoor and Bournville. One of the main issues 
that continued to affect our financial position last 
year was the Government’s requirement that the 
majority of rents on tenanted properties, managed 
by housing associations, had to reduce by 1%. 

This was the third year we had to face this 
reduction and with rising costs due to inflation, 
this has been hard to manage. Bournville Works 
Housing Society (BWHS) continued to perform well 
in financial terms. In 2018, it achieved a surplus of 
£379,000 after taking account of improvements to 
its housing. 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. As part of our strategic review, which is 
a major piece of work looking at what and how 
we do things in the future, we have spent much 
of 2018 examining the services we provide. This 
has seen investment in activities to help us better 
understand how we can most efficiently manage 
our homes in the short and long term. This review 
will continue into 2019.

Customer service and  
value for money. 

£3.6m
spent on  
managing homes.

£2.5m
spent on care homes, services 

for older people and people with 
learning disabilities.

£4.4m
spent on maintaining, 

preserving and  
protecting estates.

We spent most of our 
income on the repair 
and maintenance  
of homes.

Ella Atkinson, Housing Officer.

Richard Thomas,  Customer Service Advisor.
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“We used our surplus to invest in 
the homes we manage and fund our 

development programme.”

If you would prefer to read our full financial 
statement, please go to our website where you 
can download our full annual accounts with 
the new sector scorecard metrics detailing our 
performance in many categories.

BVT’s income

•  Rent from the housing we manage and 
maintenance charges:  £22.2m

• Property and land sales:  £1.2m
•  Other rents  

(including shops, agricultural  
estates etc.):  £2.8m

•  Trading income (including income  
from our commercial arms such  
as Bournville Property Care Services  
and shared profit from partnerships):  £1.4m

• Investment income:  £221,000

Total income:  £27.8m

BVT’s expenditure 

•  Housing property maintenance  
(including day-to-day repairs  
and planned maintenance):  £5.2m

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

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

•  Service costs (such as communal  
heating and lighting):  £864,000

•   Maintenance of our estates  
(including neighbourhood infrastructure,  
open spaces, parks, shops and  
community services):  £4.4m

• Interest charges (charges on our loans):  £4.5m
•  Trading expenses (including our  

commercial arms):  £1.1m
• Depreciation:  £2.9m
• Costs written-off and bad debts:  £1.2m

Total expenditure:  £26.3m
Total surplus:  £1.5m 

BWHS’s income:

•  Rent from the houses managed  
by BHWS:  £1.3m

• Investment income:  £3,000

Total income:  £1.3m

BWHS’s expenditure: 

•  Housing property maintenance  
(including day-to-day repairs  
and planned maintenance to homes):  £387,000

•  Managing homes (including  
front-line and back office services):  £302,000

• Providing care and support:  £1,000
• Depreciation:  £261,000

Total expenditure:  £951,000
Total surplus:  £379,000

What we spent in 2018.
To try to make the figures in this report as easy to follow as possible we have 
provided a summary of BVT’s financial performance for the last full financial 
year, ended 31st December 2018. 
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How does our expenditure 
compare to the previous year?

BWHS

BVT
Housing property maintenance (including day-to-day repairs and planned maintenance)

Housing property maintenance (including day-to-day repairs and planned maintenance to homes)

Managing homes (including front-line and back office services)

Managing homes (including front-line and back office services)

Providing care and support (including housing for people with learning disabilities)

Providing care and support

Service costs (such as communal heating and lighting)

Depreciation

Maintenance of our estates (neighbourhood infrastructure, open spaces, parks, shops and community services)

Interest charges (charges on our loans)

Trading expenses (including our commercial arms)

£5.6m2017

£3.6m2017

£2.5m2017

£815,0002017

£3.8m2017

£4.9m2017

£836,0002017

£5.2m2018

£3.6m2018

£2.5m2018

£864,0002018

£4.4m2018

£4.5m2018

£1.1m2018

Depreciation

Costs written-off and bad debts

£3.1m2017

£2.9m2018

£284,0002017

£302,0002017

£153,0002017

£5,0002017

£249,0002017

£1.2m2018

£387,0002018

£302,0002018

£1,0002018

£261,0002018
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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
@BVTNews


