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This Annual Report is an opportunity to reflect back  
on 2020, a unique year for the country, Bournville 
Village Trust (BVT) and our communities.

In January last year our Board of Trustees had just approved our 30 year 

financial plan and 10 year corporate plan, with the first three years focused 
on exploring and refreshing what we do. 

We had also started to implement our new organisational structure to 
deliver this ambitious plan and had begun to look at how our values of 
fairness, integrity, innovation, quality and partnership could guide  
everything that we do. 

Then Covid struck and we had to go into crisis mode. We quickly adapted 
and innovated to ensure we could keep delivering vital services such 
as housing management, repairs and maintenance and estate and 
stewardship services to our communities whilst keeping our staff as  
safe as possible.

Welcome to our

Annual Report
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At this point, we could have lost sight of our corporate 
plan and change programme but we didn’t and right 
across the board our staff continued to achieve and 
look for more creative ways to deliver key projects in  
a world with Covid.

Our maintenance team put customers at the heart of the service last year.  
They brought empty properties back up to standard to ensure those in desperate 

need of a home had somewhere to live during the first lockdown. They also 
quickly caught up on a significant backlog of routine repairs caused by the 
lockdown and rising rates of Covid cases in the areas we work. The service was 
also launching new standards shaped by residents through consultations. 

Right at the beginning of the crisis, we saw people do the right thing by their 
communities. This included members of our landscapes team who had been 
furloughed volunteering to deliver food parcels to those most in need on behalf 

of foodbanks. When we could safely restart our landscaping service, the team 
worked hard to catch up on jobs needed to keep our neighbourhoods safe  
and clean. 

In other departments across BVT, from Assets and Business Development to Care 
Services, Communities, Finance and IT, and People and Performance, colleagues 
worked exceptionally hard, demonstrating our values and making great progress 
on a range of key projects in our corporate plan.

We are hugely proud of what we achieved during 2020 and as you read through 
this report you will see some fantastic examples of both our response to the 
pandemic and the projects in our corporate plan. 

Whilst 2021 and beyond will be increasingly challenging for both BVT and our 
communities, we are sure that we will navigate these challenges well and 
continue on our journey of exploring and refreshing what we do to fulfil our wider 
mission of creating and sustaining communities where people can thrive.

It will be vital during 2021 that we keep being flexible in our approach, work with 
our community partners and demonstrate our values to ensure we continue to 
deliver for our communities. We have no doubt that we will be able to do this and 
we look forward to working with you.
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Our Mission 
& Aims
Our mission is…
Creating and sustaining communities 
where people can thrive.

We achieve our mission through a number of distinct 
aims which include:

• Place-shaping
• Community building
• Championing people
• Providing great homes

These aims are underpinned by our aims of building 

organisational and financial strength and sharing  
our experience. 

Place-shaping

Creating and maintaining distinctive 
environmentally sustainable places.

Community building

Building strong and inclusive 
communities.

Championing people

Removing barriers and helping  
people to achieve their full potential.

Providing great homes

Providing homes and delivering 
excellent services.
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Our Values
Everything that we do is 
guided by our values. 
They define the culture of our organisation, shape 
the way that we behave and influence the decisions 
that we make. 

Partnership
We work with others to achieve 
great things. 

Fairness
We treat people as individuals by 
exercising the right approach at 
the right time.

Innovation
We look for new and better ways 
of doing things.

Quality
We are clear about what we do 
and we do it well. 

Integrity
We do the right thing.

Louise Williams
BVT Financial Inclusion Officer
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Keeping our places
This is what our communities have told us matters to them and by making 
sure that our neighbourhoods are clean and green, we help improve 
people’s health and wellbeing, an issue that became even more important 
during 2020. Last year, we started to explore new ways of providing our 
estate and stewardship services, including making sure our design guides 
are forward-looking and reflect the needs of our distinct communities. 

Listening to residents 
During 2020, we carried out one of the largest resident consultations in our 
history as part of our work to review the Bournville Estate Design Guide.  
We wanted to listen to residents and understand what they value about 
where they live and what makes their area special so that we can create a 
design guide fit for the future. Over 1,300 residents shared their views online 
or at outdoor Covid-safe drop-in sessions. We also consulted with Bournville 
Freeholders and Leaseholders Association (BFLA), a resident sounding group, 
Bournville Tenants Ltd, our Green Forum and Scrutiny Panel. 

In Telford, design guides were also on the agenda last year and we started 
making plans to work with communities to review the guides for Lawley  
and Lightmoor, making sure they better reflect what residents value about 
their villages. 

The new play area is a wonderful 
addition to The Paddocks phase 
of Lightmoor Village. It’s been 
very popular since opening.

distinctive & 
sustainable
Place-shaping is one of our key aims at BVT, but what 
does it mean? For us, place-shaping is about creating 
and maintaining places that have their own identity 
and are environmentally sustainable. 

 13
BVT parks and spaces 

kept open, clean and safe 
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Managing our estates 
Clean and green neighbourhoods took on a new importance during 2020 with many 
residents relying on parks and open spaces to safely exercise and meet family and 

friends. We continued to keep our estates in Birmingham and Telford clean and safe 
by providing landscaping and environmental services, only pausing services briefly 
at the beginning of the pandemic to make sure we could provide them in a Covid - 
safe way.

In Birmingham we partnered with The Wildlife Trust for Birmingham and the Black 
Country to look at biodiversity across our estates. Hundreds of residents shared their 
thoughts on the project which will ensure our parks and open spaces are welcoming 
and accessible as well as environmentally-friendly and biodiverse. In Telford, 
residents welcomed the opening of a new play area in Lightmoor, surrounded by a 
village green made up of native flowers and plants to encourage wildlife to flourish.

During 2020, we continued plans to review how our estate and 
stewardship services are delivered in Birmingham and Telford, 
to make sure they provide value for money and high levels of 

customer satisfaction. In Lawley, we made some changes to 
the Lawley Village Management Committee so residents could 
continue to be well represented and decisions made, with their 
voices clearly heard. To do this, we invited Lawley residents 
to stand for election on the Committee and make a positive 

difference to their village and the services we provide.

Developing new communities 
In 2020, we started consulting with residents in Lightmoor 
on the final phase of 300 new homes and a new 
park in the village. Some building work 
continued in Lightmoor last year, 
although progress was hampered  
by Covid. 

Work also continued on the health and 

wellbeing centre at College Green 
in Bournville, which is the fourth and 
final part of the £60m care village 
development.

Jordan Taylor,
resident and Acting Chair 
of Lightmoor Village Estate 
Management Committee.

5
residents elected
to join the Lawley Village Management Committee.  

5
Outdoor drop-ins held  
as part of Bournville Estate Design Guide review. 
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Keeping our communities 
strong and inclusive
Strong and inclusive communities don’t happen by 
accident, which is why during 2020 we started to look  
at our role in community building and how we can do 
things differently.
We started a review of all the community buildings that we manage to ensure  
they provide more opportunities for inclusive community activities. We also began 
to look at how we help people to deliver things that are important to them and their 
community.

Working together on key issues 
Last year was dominated by Covid, the impact of which became the key issue for 
both BVT and our communities. We worked with a range of voluntary and statutory 
partners across Birmingham and Telford to respond, getting vital support to those 
who needed it the most. 

We hosted weekly calls to community groups and partners to share information on 
what services were being provided and to discuss the challenges faced and how we 
could work in partnership to address these. 

Cheryl Garvey
BVT Head of Community Development  
with Clare Gladstone and Kathryn Groombridge  
from voluntary group Small World.
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In December, we didn’t let Covid cancel Christmas. We worked with community 
organisations and groups to hold a virtual Bournville Christmas Festival. We also 
supported Bournville resident Jo Higgins and her family to hand out hundreds 
of home-made Christmas gift bags to struggling families and single people in 
the community. We teamed up with partners Bournville Community Hub and St 
Francis Church to recognise members of the community who had gone above and 
beyond during Covid, handing out Bournville Star Awards to over 20 people.

Scrutinising our services 
During 2020, our resident-led Scrutiny Panel, made up of tenants and homeowners, 
completed a review of customer service across BVT. The Panel met online throughout 
lockdowns to carry out the review and made a number of recommendations that 
we will respond to through our new Customer Experience Strategy which will be 
developed in 2021.

We continued to ensure residents were able to be involved in shaping our services 
and projects through resident forums and networks and at Committee level through 
resident reps. In addition, we also set up a resident sounding group to support the 
review of the Bournville Estate Design Guide. 

Strengthening the community sector
Making sure there is a strong voluntary and community sector in the areas that we 
work is really important to us. During 2020, we started to look at how we do this and in 
response started a community grant fund.

This saw us award grants to 15 grass-roots groups in Birmingham and Telford,  
many of which are run by volunteers and rely on donations and fundraising to 
provide their services. The groups’ services range from helping those struggling to 
afford food and people with mental ill health to isolated older people, young people 
and families, those in debt or in need of welfare advice and people recovering from 
drug-abuse issues.
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£17,500
in grants
awarded to community groups. 

153
People volunteered
in their community.  

The grant money has helped us 
enormously. BVT’s generosity means that 
we have had the means to continue much 
needed help into the third lockdown.



1,800
people tuned in to watch the live 
stream of the online Bournville 
Christmas Festival.

3,393
residents involved in consultation groups.

£10,000
grant secured from  
George Cadbury Trust  
to support work of  
our Communities  
department. 

Dean O’Leary
 Resident and member of BVT Scrutiny Panel.
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Keeping residents 

healthy & well
We have always provided much more than housing 
and over the last year, we started to explore how 
we can understand and tackle area such as the 
root causes of poverty as well as promote access to 
sustainable services and support.

During 2020, we began to look at developing bespoke neighbourhood plans which 
will help us to understand more about who lives in our communities and the action 
we need to take to improve their lives. We also started to review our ambitions to 
deliver services to enable young people to achieve their true potential.

Mandy Moreman
BVT resident
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Improving health and wellbeing
Covid firmly put the spotlight on health and wellbeing during 2020 and we very 
quickly established a range of services to support people through the pandemic. In 
March we launched a befriending service to identify people who would benefit from 
support. Following initial calls, 186 people in Birmingham and 81 in Telford asked us to 
keep in touch and they received a daily or weekly call. We worked in partnership with 
a range of local voluntary and statutory services to ensure people got the support 

they needed, be that shopping, assistance with prescriptions or advice on how to 
look after their mental health and wellbeing. 

Following strict government and local authority guidelines, we introduced a visitor 
pod and Covid testing at our nursing home so that residents and their relatives could 

meet safely as much as possible.

Working with partners to achieve great things 
We provided practical assistance to many local voluntary organisations as through 

partnership we were able to achieve much more. We produced and delivered 
information for the Masefield estate in conjunction with Birmingham City. We also 
supported food banks in Birmingham and Telford by making community buildings 

available and providing staff and vehicles to prepare and deliver food parcels.

We signposted families and young people to services and resources that could help 

them with issues ranging from mental health and wellbeing to support with welfare 
and benefits. Later in the year, this support evolved into our Well Winter campaign 
which saw 300 BVT households receive help with food, energy bills and essential 
items to keep them well.

Providing support and education 
Our museum Selly Manor was the first museum in Birmingham to reopen 
following the first lockdown in 2020. Staff at the museum welcomed visitors in 
a safe and socially distanced way, re-interpreting the site with new trails and 
online booking.

To welcome people back and thank them for their support, the museum 
hosted an exhibition with the Bournville Society called ‘The Sweet Life of 
Bournville’. It displayed over 400 rare archival images and was hugely 
successful. There were also socially distanced events with heritage walking 
tours, a Curator’s Tour of Selly Manor for Birmingham Heritage Week and a 
successful Halloween-themed half term event for families.

At the end of 2020, the education team developed a suite of resources and 
programmes to support schools in delivering home and school learning. This 
ranged from live question and answer sessions to loan boxes, and a series of 
film packages to help children learn all about Selly Manor and its history.

£8,500
awarded to Selly Manor Museum  
from the National Lottery Fund to  
support its re-opening. 

800
visitors attended
Sweet Life of Bournville exhibition.

1,000
households contacted
through our befriending service.
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1,000s
of food parcels delivered 
to support food banks.

I’m not good at asking for help, 
usually to the point of getting 
myself into a bit of a fix. You have 
helped me out so much and lifted 
a huge weight off my shoulders, 
and for that I am so extremely 
grateful. 

BVT re
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Providing safe and secure homes and great services is 
what we do and this didn’t stop in 2020. We may have 
had to change the way we provided some services, 
to ensure we could deliver the things that were really 
important to residents in a Covid-safe way, but we did 
this quickly by working innovatively and flexibly.

Keeping  
our homes
well maintained 
and safe

 95%
of emergency repairs  

were completed within our 
24hr target.

79%
of tenants were satisfied
with the way their anti-social behaviour 
complaint was handled.
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Maintaining and repairing homes
Last year we carried out over 8,000 routine repairs to ensure residents’ homes were 
well maintained. This included over 2,000 essential repairs during Covid, 93% of which 
were completed on the same day. 

We helped reduce homelessness by bringing back up to standard 155 homes 
for people in desperate need of housing. This included fitting 40 new kitchens, 25 
new bathrooms and over 50 new heating systems. All this work was done whilst 
maintaining social distancing and following government hygiene procedures. Our 
staff also wore appropriate Personal Protective Equipment (PPE), protecting residents 
and themselves. 

Keeping residents safe and secure
Work to keep residents safe and secure in their homes continued during 2020. We 
carried out more than 3,500 gas safety checks and over 500 electrical inspections. 
In addition we also undertook fire risk assessments, legionella risk assessments 
and asbestos surveys. 

Our planned maintenance programme also began and will see us fit over 
600 new windows, replace 1,465 boilers, upgrade 375 heating-systems 
and replace 1,575 front doors. To ensure work to replace windows could 
be done as safely as possible during Covid, we carried out a small trial in 
December fitting new windows to four homes. 

During 2020, the National Domestic Abuse helpline saw a 25% increase 
in calls and online requests for help during the first lockdown. Our 
maintenance service supported West Mercia Police to secure properties 
where domestic violence had occurred in Shropshire, to enable families 
to safely stay in their homes. 

I’m more than happy with my new 
windows and front door. I feel a little 
healthier since the work was done 
and much safer which was really 
important to me.

Joyce Whitehead
BVT resident outside her home with 
newly fitted windows.

85%
of repairs were completed  
right first time.
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Housing services and support
During 2020, we offered impartial welfare, benefit and income information, as 
well as signposting, to hundreds of tenants and homeowners who contacted 
us because they were worried about money. Our Income teams in Birmingham 
and Shropshire saw a huge rise in contacts including a 175% increase in 
enquiries about universal credit. 

We pro-actively contacted tenants and homeowners who we believed had, or 
may have, been particularly impacted by Covid. With people spending more 
time at home last year, we also made sure that advice on community safety, 
anti-social behaviour and domestic violence was readily available.

To ensure we could keep letting homes to those in need and prevent 
homelessness, we adapted our lettings service to make the process Covid- 
secure. Our staff carried out ‘remote lettings’ using Microsoft Teams and 99% 
of tenants told us that they felt we were good at keeping them informed 
throughout the lettings process. In 2020, we also started work to make applying 
for a home with us easier and fairer. 95%

of tenants were satisfied  
with the condition of their home when  
they moved in. Chris Hanson

BVT Surveyor Project Manager 
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Keeping our organisation  
resilient 
In 2020, we continued to work towards building 
a strong BVT driven by our values of fairness, 
partnership, quality, integrity and innovation.  
We started to review our approach to value for 
money and began work to develop a Customer 
Experience Strategy to improve customer  
service across the organisation. 

100%
of fire risk assessments  
completed where required. 

65%
of customers satisfied  
that we listen to their views  
and act on them. 

Donna Lister-Trowell
Manager of Bournville House extra care scheme 
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Listening and learning from complaints 
During 2020, we received 102 formal complaints. Of all the complaints  
received last year;

•  Four related to our anti-social  
behaviour service

• Five were about customer services
• Twenty-one related to estate services
• Six were about our gas service
• Six related to insurance
•  Four related to planned maintenance services
• Forty-nine were about our repairs services
• Six were about our tenancy services. 

Three formal complaints were referred to the Housing Ombudsman and 
adjudicated on in the 2019-20 financial year. In April last year we introduced 
a new way to manage complaints which is shorter and places a greater 
emphasis on empowering our staff to resolve complaints as early as possible.

Focusing on equality and diversity 
In January last year we launched our new corporate plan with a pledge  
to be guided by our values of fairness and integrity as a central theme.  
We also started to talk about how we could do more to promote  
inclusion inside the organisation.

However, we did recognise that so far we have had little, if any, 
specific dialogue about race inequalities which were highlighted 
once again on a global scale last year. In 2020, we took the 
first steps to address this. We invited all BVT staff to meet and 
have open and honest conversations about racism and 

race inequalities. We also made plans to hold an Equality 
and Anti-Racism workshop with staff in 2021 to further 
the listening and learning stage of our response.

42,254
customer contacts made.

Maria Rigby 
Rent and Service Charge Assistant 
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Like many organisations up and down the country, 
during 2020 we closely monitored the impact of 
Covid on the economy. To ensure that we could 
adapt how we work, protect the people we employ 
and keep providing the services residents and our 
communities need and want, we also kept a watchful 
eye on our own financial position.

Keeping our  
finances in focus 

 £4.3m
spent on maintaining and 

protecting our estates.



Providing value for money
In 2020 we made a net revenue surplus of £1.8m on our day-to-day operations. 
This is a small decrease on the previous year’s surplus of £2.2m. We used our 
surplus, along with loans, to invest in our homes, facilities and communities. We 
also developed a small number of new homes with this money. 

Last year we continued to develop a clearer approach to value for money, 
identifying how we can balance costs, efficiency and effectiveness. We continued 
to make cost savings through procurement and by improving financial discipline 
and made debt reduction a priority. 

Supporting shops and businesses
Throughout last year we kept in close contact with our commercial tenants  
who had to continually adapt their businesses to meet government guidelines.  
We signposted tenants to various government support and offered flexibility 
where needed. 

During the third lockdown, we visited our shopping parades at least fortnightly to 
check in on them and many businesses became even more agile, adapting to 
be able to continue to provide services. Throughout the pandemic, none of our 
commercial tenants had to close or end their lease early and where premises 
were available to let, there remained a strong demand for these.

£2.4m
spent on care homes and  
services for older people.

The confidence in us from  
the Regulator, combined  
with improvements to support 
continued compliance, puts us  
in an excellent position to deliver  
our new corporate plan.
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£5.6m
spent on repairing and 
maintaining homes.

£221
average cost of a repair.

Delivering good governance 
In February last year the Regulator for Social Housing published 
its regulatory judgement for our organisation. We were very 
pleased to have successfully kept our G1 rating, the highest 
rating given for governance by our regulator. 

Our Board of Trustees and our Committees continued 

to meet virtually during Covid and we welcomed 
Claire Bowman to our Board of Trustees. Claire 
is a Quaker who is active within the Quaker 
community at local, regional and national levels.

As an adaptable and responsible employer, 
we took the decision to furlough some staff in 
services that were unable to operate as usual 
so that we could access the government’s 
job retention scheme. We also redeployed 
staff to support other key services and carry 

out community work during 2020. 

Jack Hynds
Resident and member of resident 
sounding group for Bournville Estate 
Design Guide Review.
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Our income

•  Rent from the housing we manage and 
maintenance charges:  £21.9m

• Property and land sales:  £1.1m

• Other rents (including shops, agricultural estates etc.):  £3.2m

•  Trading income:  £1.4m

• Investment income:  £198,000

Total income:  £27.8m

Our expenditure

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

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

•  Providing care and support (including housing  
for people with learning disabilities):  £2.4m

•  Service costs (such as communal heating  
and lighting):  £871,000

•  Maintenance of our estates (including neighbourhood  
infrastructure, open spaces and parks):  £4.3m

• Interest charges (charges on our loans):  £4.1m

• Trading expenses:  £676,000

• Depreciation:  £4.2m

• Costs written-off and bad debts:  £195,000

Total expenditure:  £26m
Total surplus:  £1.8m

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 2020.

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

What
we spent  
in 2020
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How we compared to others in 2020

Each year we compare our performance with similar housing providers  
to help us look for opportunities to improve our services and provide better 
value for money. 

In 2020 we compared ourselves to a number of other West Midlands  
based housing organisations. 

Where green is shown our performance in this area was within the top  
25% of housing organisations, amber means we were in the middle and  
red means our performance in this area was within the lower 25% of 
housing organisations.

Data provided by Housemark and measured against  
other traditional housing associations in the West Midlands.

88%

Satisfaction with 
neighbourhood  

as a place to live. 

90%

Satisfaction that rent 
provides value for 

money. 

86%

Satisfaction  
with the  

service provided. 

£505.24
Total cost per 

person of housing 
management.

£560.25
Total cost per person  

of repairs and void 
works.

85%

Satisfaction with  
the overall quality  

of home.

Bournville Works Housing Society (BWHS) income

• Rent from the houses managed by BWHS:  £1.4m

• Investment income:  £5,000

Total income:  £1.4m

Bournville Works Housing Society (BWHS) expenditure 

•  Housing property maintenance  
(including day-to-day repairs and planned  
maintenance to homes):  £202,000

•  Managing homes  
(including front-line and back office services):  £467,000

• Depreciation:  £398,000

• Costs written off and bad debts:  £4,000

Total expenditure:  £1.1m
Total surplus:  £300,000

Tia Shah, Heritage Engagem
ent O
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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

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


