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Welcome to our
Annual Report
The last year has been an important one for Bournville Village Trust (BVT),
as we carried out a major strategic review of the organisation.
Part of this review involved learning from and
listening to our residents, staff, partners and civic
leaders. They told us that they felt BVT is strong
at supporting community activities, community
engagement and providing environments that
people want to live in. Many also recognised our
long history and our founder George Cadbury’s
pioneering vision.
However, there were concerns that BVT appeared
more focused on preserving rather than improving
or thinking radically. We were also challenged to
hear more of the views of others in the community
and our partners. A customer satisfaction survey of

Adrian Allen (Chair of Trustees).

our tenants found that only two thirds felt that we
are good at listening to their views and acting
on them.
As well as learning from and listening to others, we
also set about understanding the changes that are
happening around us locally and nationally, from
climate change to the housing shortage.
All this helped to shape our new Corporate Plan,
which outlines our new mission of creating and

sustaining communities where people can thrive,
our aims for the next 10 years and the values
of partnership, fairness, quality, integrity and
innovation that will guide everything that we do.
We are hugely proud of and excited to deliver
our Corporate Plan and a really important part of
achieving it will be continuing to work with residents,
partners and civic leaders. We have started to do
some of this already and you will see some great
examples within this report. We know that there is
still much more to do and we look forward to all the
opportunities we will have to meet, talk and listen to
each other to achieve great things.
We would also like to take the opportunity to pay
tribute to our former Chair of Trustees, Roger Wilson,
who died late last year following a sudden and
serious illness. Roger became Chair in 2019, having
served as a dedicated Trustee for 16 years. He
played an instrumental role in the strategic review
and was very much looking forward to working with
us all to pave the way for a new direction. Roger is
hugely missed by all at BVT.

Pete Richmond Adrian Allen
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Pete Richmond (Chief Executive).
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Place shaping
At BVT we want to create and maintain distinctive and environmentally
sustainable places. To achieve this we will provide stewardship services that are
shaped by residents, valued by all and create clean and green neighbourhoods.
We will also have forward-looking design guides

Association (LVCA) from the Lawley Village

and neighbourhood plans and aim to make our

Management Committee. We also supported

parks and open spaces welcoming and accessible.

the community-led consultation to reshape the
stewardship service and refresh the vision for

Stewardship services shaped by residents
During 2019 we started work to review our estate
services in Birmingham to see how we can offer the
best possible value for money stewardship service
for the 21st century.

Lawley, with work on this continuing. In Lightmoor,
we started work to develop a new residents’
forum to revisit the village’s vision and provide
community-led leadership and we set up Lightmoor
Village Voices.

We established a Resident Sounding Group and

Maintaining distinctive places

met with members of Bournville Freeholders and

During 2019 we continued to work with customers to

Leaseholders Association (BFLA) to provide an

introduce an applications portal, whereby residents

update on the review. We also began work to review

can apply to make alterations to their properties

the Bournville Design Guide and this will continue

online. Applications can also be viewed on the

throughout 2020 as will the review of our estate

portal by the general public and some are open to

services.

comment on.

In Shropshire, we worked with residents in Lawley

In Birmingham we introduced a two-stage process

to develop and publish breach, alteration and

for checking alterations, first stage approval and

developer reports on our website. Authority for

final approval. This has made it simpler and more

issues such as alteration appeals has also been

efficient to manage these type of requests.

delegated to the Lawley Village Community

We also worked with residents to establish a wild

Lightmoor Village, Telford.
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flower meadow in Weoley Hill in Birmingham,

Over the next year, we want to…

as part of our biodiversity work. In Lawley and

• Renew the BVT vision for distinctive,

planting hundreds of beautiful wildflower seeds
Lightmoor, we widened the scope and frequency

environmentally-friendly places.

of Estate Checks and Estate Dates to make sure
issues are picked up quickly and that there is more
flexibility for residents to join these walkabouts.
Delivering our vision for places

During 2019, we made good progress towards our
aim of delivering our vision for places through the
completion of Lightmoor and the College Green
health village.
In partnership with Homes England, we appointed
developer Jessup Brothers to deliver the final phase
of 300 homes and a new park at Lightmoor.
Building work on a new health and wellbeing centre
at College Green in Bournville also got underway.
The centre is the fourth and final stage of the health
village, which is already home to over 300 people.

• Publish an Agricultural Estates Strategy.
• Deliver the final two development phases of
Lightmoor village.
• Renew the design guides for Birmingham, Lawley
and Lightmoor village.
• Undertake a comprehensive review of our Estates
and Stewardship service.
• Trial a biodiversity project in Bournville in
partnership with others.
How are our values influencing what we do?
• We are creating excellent working partnerships
with developers in Lawley, ensuring issues are

Over the last year we also started refurbishment
work to Sycamore Road shops in Bournville and
the renovation of Squatters Cottage in Lightmoor.

• In our Telford communities, we have created new

Squatters Cottage, a rare and previously

partnerships with community centres, community

dilapidated 18th century building, will now be used

workers and organisations.

as a space for the community to enjoy.

Tom Targrass, Landscape Maintenance Operative at BVT.
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handled quickly and problems rectified sooner.

Snapshot of the year.

564

applications for alterations to
homes processed in Birmingham
and Shropshire.

building, Squatters Cottage,
brought back to life in
Shropshire.

Started a biodiversity
survey in our Birmingham
communities in partnership
with Birmingham and Black
Country Wildlife Trust and
Severn Trent Water.

70

19,000

18th Century

football pitches
worth of grass cut in
Birmingham*.

bins emptied in Birmingham
to keep communities safe
and clean.

*Within the Bournville scheme of management area.
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Community building
We believe in building strong and inclusive communities. To do this, we support
and champion opportunities for people to be involved in leading and delivering
things that are important in their neighbourhoods. We also make sure people
can be fully involved in shaping our services and projects.
Working with people on issues that matter
In 2019 we became a member of the Birmingham
chapter of Citizens UK, an independent membership
alliance of civil society institutions acting together
for the common good of the city. Founded in 2013,
they have trained over 300 leaders on acting in
public life through the method of community
organising. We are one of only two housing
associations to be a member.

and provide community-led leadership. We also
supported the work of Lawley Village Community
Association (LVCA) and Telford and Wrekin Council,
as part of the Council’s New Communities Fund.
At the end of last year we established a partnership
with the Bike Project which supports refugees in

Birmingham. Our office is now a drop-off point for
bike donations for the charity and the response
from members of the community has been
fantastic.

We also helped to facilitate other partnerships that
saw people and agencies work together on issues
that matter to their communities. This included
starting work on establishing a new residents’
forum in Lightmoor to revisit the village’s vision

Fleur Hemming, Stewardship Manager at BVT, at the Resident Summit.
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Working with communities to shape our services
During 2019 we consulted with residents on a wide
range of different services as well as the strategic
review of the organisation.

Sarah Goss from the Bike Project with Jess Allan,
Community Development Manager at BVT.
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Snapshot of the year.

One

of only two housing associations to
become a member of the Birmingham
chapter of Citizens UK.

1st

300

housing association to
support the West Midlands
Combined Authority’s
‘Housing First’ initiative.

residents actively
engaged with our work.

6

Worked with the
Birmingham District of
the Methodist Church
to house the first Syrian
refugee family to settle in
Birmingham.*

resident reps playing
a vital role on our
committees.

*Under the Community Sponsorship programme.
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Over 100 tenants took part in consultations on
services such as repairs and planned maintenance,
and we have listened. We have a new repairs
standard and planned maintenance programme,
both of which have been influenced by our
customers.
Our Scrutiny Panel, led by residents, helped to
review our New Home service standard and their
recommendations formed part of this new offer.
Their suggestions included planting a new fruit tree
in every garden without one, an easy to understand
checklist for prospective tenants so they know what
to expect from their new home and decoration
vouchers.
We also continued to work with a number of
other customer forums and groups including the

Rachel Lewis from Hope House presenting to guests at the
Love Lawley event.

Communications Forum, the Green Forum and reps
on BVT committees to review services.

This included noticeboard and digital volunteers,
groups leading festivals and events, residents who

Supporting communities to lead and deliver
Over the last year we have worked with residents
across Birmingham and Shropshire on issues that
are important to them and their community.
In Birmingham for example, our Housing and
Estates teams worked with residents in Northfield on
parking issues, with the community there leading on
ideas for long-lasting solutions.
We also supported residents of Bournville Works
Housing Society to plan and mark their centenary.
Residents worked with local history group, the
Bournville Society, to exhibit 400 photographs, most
of which were previously unseen.
In Shropshire residents received grants from the
Eileen Hewer Community Fund, or Lawley and

open their gardens for charity and those who help
run community groups.
Over the next year, we want to…
• Create evidence-based community plans for
each neighbourhood that BVT manages.
• Develop new networks to explore opportunities
for partnership working.
• Trial projects and activities to help inform a new
Communities Strategy.
• Identify community-based priorities for a new
Environmental Strategy.
• Publish a review of our community assets to
inform a new Communities Strategy.

Overdale Parish Council, to support them to make a
difference in their community. This included Lawley
Running Club, which started sessions for juniors, and
a new concert band which used their grant to get
adults back into playing instruments.
We also continued to work with a variety of different
community groups, organisations and village
councils across Birmingham and Shropshire to
deliver activities that promoted community spirit
and wellbeing.

How are our values influencing what we do?
• We work with others to achieve great things
and are pleased over the last 12 months to have
worked with a range of different groups, residents,
places of worship, shops and more.
• We act with innovation looking for new and better
ways of doing things. In Lawley, resident reps
now take a bigger role in decision making, with a
resident chair, greater attendance and delegated
responsibilities at the Lawley Village Management
Committee (LVMC).

11
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Championing people
Our aim at BVT is to help remove
barriers from people’s lives and in
turn help them to achieve their full
potential. We do this by working in
partnership with others to deliver
programmes that champion people.
We also promote access to services
and support that is responsible and
sustainable.
Working with others to champion people
Over the last year we have developed partnerships
with a number of different charities that support
people who have struggled to access affordable
and secure homes.
We have worked with The Bridge, a charity that
supports people who have experienced long term
drug and alcohol addiction, and Spring Housing
Association to offer their tenants properties with us.

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

In 2019, we signed up to the Care Leaver Covenant,
pledging our support to care leavers to improve
their life chances and help them make a successful
transition to adulthood. This includes looking for
ways to ensure care leavers will be better prepared
for employment and/or to live independently.
Over the last year we extended our care leavers
service provision to work with over 18’s. We also
supported their transition into housing and worked
in partnership with St Basils and Birmingham City
Council. In 2019 we provided accommodation and
support to 15 young people aged 16-21 from four
local authority areas.

Responsible and sustainable services and support
As well as supporting residents to be financially
resilient and sustain their tenancies, we also
promote services and support that is responsible
and sustainable.
During 2019, we promoted the ‘Thrive into Work’
scheme, a trial programme run by the health
service and the government, to help people with
a mental and/or physical condition to get into
work. We also worked with Bournville College to
share training and qualification opportunities and
‘Inspiring the Young’ to offer tenants an established
and successful employability training course.
Leroy Brown, BVT resident.
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Snapshot of the year.

202

educational tours at Selly Manor
Museum given to 5,000 pupils across
Birmingham.

Number

of tenants in credit
with rent exceeded those
in arrears.

582

customers directly
supported by our Welfare
Reform team.
14

3

evictions made as part of
our ‘last resort’ approach.

£2.3m
spent on providing
care and support.

CT Furniture is a division of the charity Community
Transport and over the last year, we worked with
them to help residents buy affordable secondhand furniture. We also teamed up with Energy
Angels, a specialist energy service that focus on
helping housing providers and tenants save time,
money and effort with its free energy service.
Improving the health and wellbeing of
older people
Our nursing and care homes achieved ‘good’
ratings across all areas from our care regulator,
the Care Quality Commission. These areas included
safe, effective, caring, responsive and well-led.

Over the next year, we want to…
• Trial projects and activities to help inform people
strategies.
• Build an evidence base to support our work in
championing people.

Residents Cynthia and Trevor Hughes.

How are our values influencing what we do?
• We demonstrate our partnership value by working
with a wide range of organisations to support
those most in need of secure accommodation
and to offer financial support and assistance to
our residents.
• We act with integrity and fairness by welcoming
people from all walks of life into our housing
schemes, seeing the person not the ‘risk’.

Martin Clewer, BVT resident.

Homes on the Hole Farm Estate in Northfield.
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Providing great homes
At BVT our aim is to provide great homes and deliver excellent
services. To achieve this we will deliver good quality and value for
money housing and maintenance services shaped by our customers.
We will also make sure our homes are well

consultation groups, an online survey and working

maintained and affordable to live in and prevent

with our resident-led Scrutiny Panel.

homelessness by supporting people to be
financially resilient.

As a result, we now have new service statements,
shaped by residents, which detail the standard of

A new repairs offer
In 2019 we completed a major review of our
repairs service, which is provided by our in-house
maintenance team Bournville PropertyCare
Services (BPS).
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.
We also consulted with residents in Birmingham
and Shropshire to understand what a quality
repairs service looks like to them. This involved a
wide range of surveys and consultations including
analysing compliments and complaints, four focus/

service customers can expect from us when they
move into a new home or report a repair.
Both of these statements are available to read on
our website www.bvt.org.uk/publications/your-bvt
We also now carry out management audits
including quality auditing of repairs before and
after they have been completed, safe and unsafe
working audits and van incident reporting.
During 2019 we continued to maintain our excellent
record for completing gas services, with 100% of
properties meeting the required standard.
We also set out to achieve higher levels of
customer satisfaction with repairs and are pleased
to report that last year 98% of residents were
satisfied with their last routine repair.
Managing and maintaining homes
As well as completing a review of our repairs
service, we continued to look at how we manage
and maintain our homes.
To do this, we took the decision to pause all nonessential planned maintenance for BVT homes
during 2019. This gave us time to get a solid
understanding of the condition of our homes, new
technologies, environmental sustainability and
residents’ priorities.
We now have a new planned maintenance
programme for BVT homes in Birmingham and
Shropshire. It will focus on the things that residents
told us are important to them including replacing

Ella Atkinson, Housing Officer.

older boilers, single glazed and sash windows,
and doors.
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82%

of repairs completed
right first time.

Tony Cane from BPS.
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Whilst we paused planned maintenance during

all the benefits they are entitled to. All new tenants

2019, we did continue to;

are supported to be a month ahead on their rent,

• Carry out essential repairs to boilers and replace
ones that we couldn’t fix.
• Test and service for asbestos, legionella, gas
safety, fire safety, radon, lift safety and electrics,
and complete work that arose.
• Fit new kitchens and bathrooms to empty homes,
where needed, to make sure they were suitable
and safe to re-let.
• Decorate 100 homes externally that were not
completed when the painting programme
was suspended in 2018. We also reinstated the
programme of cyclical decorations in Telford,
including Lightmoor.
• Carry out electrical upgrades to the 20 homes
we were not able to access before Christmas
2018. Our nursing home Selly Wood House also

putting them in a good position to sustain their
tenancy with us.
Over the last year, we completed a review of how
we let our homes to meet the needs of current and
potential tenants. As a result we have developed
and are now carrying out pre-termination visits
with tenants. Not only do these visits make sure
properties are returned in the best possible
condition, meaning we can let them quickly to
those in need, but they also allow us to support
outgoing tenants with their next steps.
We also manage sheltered housing for older people
which provides support and services that help
improve people’s health and wellbeing. In Telford,
we run an extra care scheme, Bournville House,
which was praised last year for its intergenerational
work.

benefited from some refurbishment work including

Over the next year, we want to…

refurbished bathrooms, new shower rooms and

• Publish a Housing Asset Management Strategy.

new dining room tables and chairs.
• Recommence our housing investment
programme.
• Prepare an Affordable Warmth Strategy to inform
our Environmental Strategy.

82%

of tenants satisfied with
the way their anti-social
behaviour complaint
was handled overall.
Housing services shaped by customers

• Manage the final phase and the build partnership
of College Green health village in Bournville.
How are our values influencing what we do?
• We provide ongoing support to tenants
experiencing anti-social behaviour, demonstrating
quality and fairness.
• We make evictions a last resort, always acting with
integrity and fairness. Over the past 12 months,

Supporting customers to be financially resilient and

we have evicted just a handful of people for

sustain their tenancy is one of the ways that we are

breaching their tenancies.

preventing homelessness.
During 2019, we continued to embed our Rent
Smart approach. It helps tenants keep their rent
accounts in credit, manage any changes to their
circumstances and check that they are receiving
18

• Develop a Supported Housing Strategy.

Snapshot of the year.

98%

of new tenants would
recommend our process
for letting homes.

30

82%

of repairs completed
right first time.

100%

shared ownership and
socially-rented homes built
in Birmingham and Telford.

of emergency repairs
completed within
24 hours.

98%

93%

of tenants satisfied
with their last routine
repair.

of routine repairs
completed within our
four week target.
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Building organisational
and financial strength
At BVT we want to build a strong organisation driven by our values of fairness,
partnership, quality, integrity and innovation.
To do this we will have a clear approach to value
for money and make sure our culture, approach
and behaviour reflects our values. We will also

invest in technology to increase efficiency and
effectiveness in everything that we do.
Listening and learning from our customers
Providing excellent customer care is really

Of all 66 complaints received last year…
• Four related to customer services
• Nineteen were about estate services
• Eight were related to tenancy services
• One was about our gas service
• Twenty nine related to our repairs service
• Two were related to anti-social behaviour
• Three were about planned maintenance.

important to us and we encourage all forms of
feedback, whether complimentary or not, so that

In total 22 complaints, including two about

we can learn and improve.

customer service, four on estate services, six
related to tenancy and 10 about repairs, were

During 2019 we received 107 recorded compliments.

upheld. This means we were in the wrong and

These ranged from compliments about our repairs

resolved to fix issues. Twenty complaints including

and landscaping services to positive feedback on

one related to anti-social behaviour, eight about

the work of our care homes.

estate services, one related to tenancy services
and 10 about repairs were partially upheld. On these

A total of 66 complaints were made of which 11

occasions there was fault on both sides and we

went onto stage one of our complaints process,

worked with the complainant/s to remedy the issue.

also known as formal complaints. This is a decrease

Twenty four complaints were not upheld.

on the 23 formal complaints made in 2018.
Providing value for money
In 2019 we made a net revenue surplus of £2.2m on
our day-to-day operations. This is an increase on
the previous year’s surplus of £1.5m.
We use our surplus, along with loans, to invest in our
homes, facilities and communities. We also develop
a small number of new homes with this money. We
don’t have shareholders or pay ‘bonuses’.
As part of our new Corporate Plan we want to
build greater financial strength and discipline as
an organisation. To do this, last year we started to
develop a clearer approach to value for money
and we will continue to do this throughout 2020. It
will involve us identifying how we can balance our
costs, efficiency and effectiveness.

Paul Bateman, Assistant Housing Officer at BVT.
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Jo Fellows and Diane McCall, BVT Housing Officers.

“We use our surplus, along with
loans, to invest in our homes,
facilities and communities.”
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In 2019, we also set up a new Business Development

Corporate Plan and our mission of creating and

team with the aim of building profit for purpose by

sustaining communities where people can thrive.

strengthening our commercial offer and increasing
our financial capacity to invest in our charitable
activities.

Over the next year, we want to…
• Fully maximise our new telephony system and its
additional functionality to improve our customer’s

Delivering good governance and compliance
Since our last regulatory assessment in December
2018, we worked hard throughout 2019 to make
further improvements to risk management, stress
testing and financial reporting.
As a result we have successfully regained our G1
rating, the highest rating given for governance by
our regulator, the Regulator for Social Housing.
This combined with the improvements that we
have made to support continued compliance,
puts us in an excellent position to deliver our new

100%

experience of contacting us and using our
services.
• Continue to deliver good governance, meet legal
and regulatory and health and safety compliance.
• Develop a clear approach to value for money in
everything we do.
• Introduce a new complaints process to improve
how we receive feedback and respond to
complaints.

of fire risk assessments completed in homes
and communal area that require them.

Nigel Wood and Vincent Griffith, members of our Green Forum.
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Snapshot of the year.

20,882

people visited Selly Manor museum,
the highest ever number.

2,000

tenants invited to take
part in a satisfaction
survey.

Launched
a mental health first
aiders programme to
support BVT staff.

10,000

compliance-related
certificates and assessments
audited to ensure homes
are safe.

90%

of tenants satisfied their rent
provided value for money.
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“We spent £6m on property
maintenance in 2019.”

24

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 2019.
If you would prefer to read our full financial

Annual Report 2019

What we spent in 2019

BWHS’s income

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.

Rent from the houses managed by BHWS:
Investment income:

£1.4m
£16,000

Total income: £1.4m

BVT’s income
BWHS’s expenditure

• Rent from the housing we manage
and maintenance charges:
• Property and land sales:

£21.8m
£859,000

• Other rents (including shops,
agricultural estates etc.):

£2.9m

• Trading income (including income

• Housing property maintenance
(including day-to-day repairs and planned
maintenance to homes):
front-line and back office services):

from our commercial arms such

• Providing care and support:

as Bournville Property Care Services

• Depreciation:

and shared profit from partnerships):

• Costs written off and bad debts:

• Investment income:

£1.3m

£455,000
£5,000
£269,000
£3,000

£225,000
Total expenditure:

Total income:

£397,000

• Managing homes (including

£27m

Total surplus:

£1.1m
£243,000

BVT’s expenditure
• Housing property maintenance
(including day-to-day repairs and
planned maintenance):

£6m

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

£3.5m

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

£2.3m

• Service costs (such as communal
heating and lighting):

£822,000

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

£3.9m

• Interest charges (charges on our loans):

£4.5m

• Trading expenses (including our
commercial arms):
• Depreciation:
• Costs written-off and bad debts:

£716,000
£2.8m
£303,000

Total expenditure: £24.8m
Total surplus: £2.2m
25
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How does our expenditure
compare to the previous year?
BVT
Housing property maintenance (including day-to-day repairs and planned maintenance)

£6m

2019

£5.2m

2018
Managing homes (including front-line and back office services)

£3.5m

2019

£3.6m

2018

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

£2.3m

2019

£2.5m

2018
Service costs (such as communal heating and lighting)

2019

£822,000
£864,000

2018

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

£3.9m

2019

£4.4m

2018
Interest charges (charges on our loans)

2019

£4.5m

2018

£4.5m

Trading expenses (including our commercial arms)

2019
2018
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£716,000
£1.1m

Depreciation

£2.8m

2019

£2.9m

2018
Costs written-off and bad debts

2019

£303,000
£1.2m

2018

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

£397,000

2019

£387,000

2018

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

£455,000

2019
2018

£302,000

Providing care and support

£5,000

2019
2018

£1,000

Depreciation

2019
2018

£269,000
£261,000
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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

Bournville Village Trust (BVT) is a charity and housing organisation
founded in 1900. Our mission is to create and sustain communities
where people can thrive. Our Board of Trustees has overall
responsibility for the governance of BVT. To find out more about our
Trustees, please visit our website bvt.org.uk

