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MESSAGE FROM CHIEF EXECUTIVE AND CHAIR OF TRUSTEES

Looking back to February last year, the country 
was back in full lockdown as hospital admissions 
and deaths from Covid were amongst some of 
the highest recorded. This year is a very different 
prospect and, whilst we remain cautious of the virus, 
there is a sense of optimism that we are returning 
to normal.  

Whilst 2021 was a challenging year, much was 
achieved and it is important to reflect on this and 
the lessons learnt. In particular, our maintenance 
service delivered excellent performance in 2021, 
managing to provide a repairs service that kept 
residents safe in their homes. The service is back 
to operating at pre-pandemic levels which is 
testament to the work put in over the last couple 
of years to make it more efficient and effective.  

We must also recognise the work delivered by our 
heritage service last year. In light of the significant 
challenge of Covid, which forced Selly Manor 
Museum to close to visitors more than once, 
the team adapted and innovated to continue 
to deliver our heritage offer. This included 
working on new projects with young people,  
a dementia-friendly project in our communities 
and some great work to mark Black History Month. 

In fact, last year saw positive performance and 
progress in many areas of the organisation, with 
rental income management, fire safety,  
gas servicing, planned maintenance, health and 
safety training, supporting residents and services 
for older people all performing well. There were also 
clear improvements to our estates and stewardship 
services in Lawley and Lightmoor thanks to our 
Estates and Stewardship and Grounds 
Maintenance teams. 

For our communities, we have services and 
specialist staff in place to help those impacted by 
rising costs and we are extending support offered 
through our Well Winter scheme. We have started 
our Neighbourhood Planning Project to develop 
our understanding of the issues affecting our 
communities and in the longer term, we will develop 
bespoke action plans for each area to ensure 
they thrive. 

There is much to be proud of at BVT but lots to do if 
we are to continue to work towards our mission of 
creating and sustaining communities where  
people can thrive.

We hope you enjoy reading this report and 
we look forward to continuing to work with you.

Like many organisations, we have our 
challenges. Our performance last year  
in some areas wasn’t where it should be.  
We are determined to improve this and are 
listening to residents and taking action.  
We have designed new ways to gather 
feedback, providing an opportunity for tenants’ 
voices to be heard as well as invaluable 
information to improve the services we provide. 

Whilst supply issues affected some of our work 
in 2021, we remained committed to delivering 
our planned maintenance programme that will 
see us invest £23m into homes over the next 
six years. Last year we started to work on this 
programme and this will continue in 2022.  
 
In the last annual report, we reflected on the 
challenges that we and the communities 
we serve were likely to face as we emerged 
from Covid. The impact of the pandemic on 
the economy and our communities is now 
clear, with inflation seeing its fastest rise in 30 
years and the cost of borrowing and materials 
increasing. Rising costs will have an impact on 
us as an organisation and the members of our 
communities who are just about managing now, 
are expected to be severely affected. 

The good news is that we are in a strong position 
to manage these challenges. We have worked 
hard to build organisational and financial 
strength and have been able to maintain our 
G1 and V1 ratings – the highest ratings from our 
regulator for governance and viability. 

As we both read through this annual report, we are not 
only reminded of how much has been achieved over the 
last year but how much there is to look forward to. 

“There is much to be proud of at BVT but lots to do if we 
are to continue to work towards our mission of creating 
and sustaining communities where people can thrive.”

 
Chief Executive

Pete Richmond & Adrian Allen.

 
Chair of Trustees
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Adrian Allen

Pete Richmond
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Lisa Standley, Estates Officer
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WHO WE ARE AND WHAT WE DO

We are one of the Midlands’ leading and longest-serving 
independent community-focused organisations. In 2020, we launched a 

10 year corporate plan.Our mission is to create and sustain communities 
where people can thrive, which we do by providing 
a range of multi-purpose holistic services. 

We work across more than a dozen diverse and 
distinctive communities in Birmingham and Telford, 
serving thousands of people.  

All of the services that we provide, from social and 
affordable housing to estates and stewardship, 
have been designed to achieve the following aims.  

You can read more about the services that we 
provide and how they have performed over the 
last financial year further on in this report.

The plan was based on findings of a strategic 
review, guided by our founder’s vision. 
Our corporate plan refreshed our mission, 
established new and clear aims and set out 
how we will achieve these. 

We are now in the final year of the plan’s exploring 
and refreshing phase and in 2023 we will begin 

delivering, with years seven to ten focused 
on achieving and excelling.

You can read our corporate plan summary 
on our website at: 
www.bvt.org.uk/publications/corporate-plan-
summary-2020-29/ 

Place-shaping -
Create and maintain distinctive, 
environmentally sustainable places.

Community building -
Build strong and inclusive communities.

Building organisational 
and financial strength - 
Build a strong organisation driven by our values of 
partnership, fairness, quality, integrity and innovation.

Championing people -
Remove barriers and help people achieve 
their full potential.

Sharing our experience -
Learn, share and influence others.

Providing great homes -
Provide homes and deliver great services.

OUR CORPORATE PLAN

9
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OUR EXECUTIVE TEAM

Our chief executive, Pete Richmond, leads our Executive team. The team 
is responsible for the strategic direction and overall management of the 
directorates that they lead, ensuring services support BVT to achieve its 
mission and aims.

You can read more about our Executive 
team at www.bvt.org.uk/our-business/
executive-team/ 

Pete Richmond 
Chief Executive

Arthur Tsang 
Director of Communities

David Robinson 
Director of Financial Services

Greg Lakin 
Director of Asset Management

Helen Harvey 
Director of People and Performance

Neil Ashford 
Director of Maintenance Services

10 11

Meet our 
Executive team
Pete Richmond, Chief Executive
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OUR SERVICES 
AND HOW THEY 
HAVE PERFORMED

Section Two

12

Aaron Richards, Estate Caretaker
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ESTATE SERVICES AND STEWARDSHIP  ESTATE SERVICES AND STEWARDSHIP  

We provide estate services 
and stewardship across more 
than a dozen diverse and 
distinctive communities in 
Birmingham and Telford, 
serving thousands of people. 
These services are focused on creating and 
maintaining distinctive, environmentally 
sustainable places and include: Carrying out inspections of estates to spot 

issues and addressing these or raising them with 
organisations that can fix them. 

Looking for and putting into place ways to make 
estates more environmentally sustainable, such 
as increasing biodiversity.

What we 
achieved 
in 2021 

In 2021 we launched new design guides for the 
Bournville Estate and Lawley Village.  Our aim 
was clear; to make the guides fit for the 21st 
century and conserve and enhance both areas.  
Residents were offered the opportunity to take 
part in consultations and their feedback was 
invaluable in shaping the documents. 

Both guides place a much greater emphasis on 
protecting the environment and encouraging 
biodiversity, two areas residents told us were 
important to them.  Guidance has also been 
made clearer and the Bournville Estate Design 
Guide is now split into distinct zones to offer some 
households greater flexibility in making alterations.

As part of the newly restructured Estates and Stewardship teams 
in Lawley and Lightmoor, we appointed Estate Caretakers. 

A brand new role, the Caretakers act as our ‘eyes and ears’ on the 
ground, making sure that both villages are green, clean and safe. 
Their work compliments that of our grounds maintenance service and 
during 2021, they kept our community parks and green spaces safe 
and tidy. 

In summer last year we introduced a new structure 
for delivering our estates and stewardship services 
in Lawley and Lightmoor. The new structure 
recognises the different needs of each village and 
reflects what residents have told us is important 
to them.  

Approved by both Lightmoor and Lawley 
Management Committees, the villages now have a 
dedicated Estate Manager, team of Estate Officers, 
Estate Caretakers, Community Development and 
Partnership Officers, a Customer Communications 
Officer and Stewardship Support Officers. 

We also formed the Lawley Partnership Board, 
delivered in partnership with Telford and Wrekin 
Council, to create and monitor the progress of 
a community-led and backed neighbourhood 
action plan.

of residents  
were satisfied with the 
grounds maintenance 
service in Birmingham.

Launched new 
design guides

Introduced 
Estate 
Caretakers

Restructured 
our services 
in Lawley and 
Lightmoor

Guiding residents through the process of making 
alterations to their homes, including how to use our 
design guides. 

Managing and acting on alterations that don’t 
have approval or meet our design guides.

Making sure the public areas we own are 
maintained to a high standard. This can include 
roads, paths, open spaces, parks and more.  

Wendy Parker, Admin Officer for estates and stewardship service.

71%
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The Lightmoor Village Estate Management Committee oversee 
the services we provide in the village. Last year it was reshaped 
to enable residents greater authority and oversight of our 
activities.

We asked residents to nominate themselves for election and 
received seven nominations. As the Committee is normally 
made up of eight residents, there was no requirement for an 
election.

Work started on the final phases of Lightmoor in 2021. 
The Croppings will provide 96 new homes delivered by BVT and 
Greensquare Accord, and the Woodlands will see 202 new homes 
delivered. All BVT homes at the Paddocks site were also completed.

of residents  
were satisfied with the grounds 
maintenance service in Telford. 
We’ll be working hard to improve 
this in 2022.

Reshaped our 
Lightmoor Village 
Estate Management 
Committee 

Began the final 
house-building 
phases of Lightmoor 

ESTATE SERVICES AND STEWARDSHIP  ESTATE SERVICES AND STEWARDSHIP  

During 2022, 
we will be:

17

Carrying out a review of our estates services in 
partnership with residents to ensure services are fit for the 

21st century and offer good value for money. 

Introducing a Birmingham community caretakers service 
to ensure communities are green, clean and safe.  

Reviewing our Lawley and Lightmoor micro-websites and 
welcome packs to improve communication for residents. 

Developing our Birmingham Biodiversity Plan in 
partnership with residents to ensure communities are 

environmentally sustainable.  

Reviewing our Lightmoor Design Guide to ensure it is fit for 
purpose and reflects the views of the community.   

Carrying out a review of parking provision in Lightmoor, 
working with residents to find safe and 

sustainable solutions.  

Carrying out elections for the Lawley Management 
Committee, making sure it continues to be resident-led 

and empowered. 

17

48%
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“We anticipate a 
saving of around 70% 
on the hot water as 
a result of the solar 
thermal panels.”
- Kumar Chimnaswamy 

“I have been keen on cutting down 
the carbon footprint, which is so 
essential for the planet and well-
being of all, hence I look for ways  
to adopt sustainable practices.  
 
Having solar thermal panels would 
contribute towards sustainability 
and also reduce the costs of 
my bills. I have already invested 
in solar PV panels which not 
only contributes towards the 
sustainable practices, but also 
has substantially reduced my 
electricity bills. BVT wasn’t very 
supportive of the solar thermal 
panels and initially rejected my 
application, I had since appealed 
and had it approved, the panels 
were then installed in March 2022. 
We anticipate a saving of around 

70% on the hot water as a result 
of the solar thermal panels, our 
family won’t be using much gas 
or electricity in the long-run. As it is 
a recent installation, it’s too early 
to see the benefits, but definitely 
pays-off in the long run.

 I think increasing solar panels on 
properties would be beneficial not 
only to the household itself but also 
contributes to the planet. BVT can 
support this and demonstrate their 
part as an important role in cutting 
carbon footprint for its properties. 
BVT recognises the benefits of 
sustainable energy sources, which 
is why the new design guide is a bit 
more flexible and has helped make 
this sort of installation possible.”

COMMUNITY DEVELOPMENT 

We work with residents, 
groups and voluntary and 
statutory organisations to 
support communities to 
grow and develop. 

Our work in this area has one aim; to build 
strong and inclusive communities and 
includes:

Supporting opportunities for people to be 
involved in leading things that are important 
to them in their community.  
 
 
Ensuring people can be fully involved 
in shaping our services and projects.  
 
 
Facilitating partnerships that see residents 
and organisations work together on issues 
that matter to their community.  
 
 
Supporting young people to have a voice 
and be involved in their community. 
 
 
Running a number of community spaces and 
providing opportunities for a range of diverse 
and inclusive community activities. 

18 19
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During 2022, 
we will be:

21

Beginning our Neighbourhood Planning Project which will 
develop bespoke action plans for each of the areas that 
we work in. These will focus on meeting the needs of the 
people who live there. 
 
 
Developing a Resident Involvement Strategy which will 
set out our approach to listening to the customer voice, 
ensuring residents have access to redress and explaining 
how community members can shape services and where 
we can devolve decision-making.

What we 
achieved 
in 2021

Village Voices, our resident engagement database, 
reached over 400 members last year. The database 
gives residents the opportunity to tell us what is 
important to them and allows us to ensure they are 
involved in shaping services and projects. We kept 
members regularly informed of opportunities to be 
involved through a monthly newsletter.

We worked with Manor Farm Park Sports Club in Birmingham 
to support the club’s summer programme of sport and team 
building. Catering for children aged five to 14, the club was 
formed during Covid and secured funding from Street Games 
Fit and Fed campaign to run a holiday club from Shenley Court 
Hall, managed by BVT. Not only does the club give children the 
chance to meet up and play but it also helps parents with a 
range of issues.  

In late 2021, we began working with residents in 
Lawley and Lightmoor to support them to tackle 
issues that are important to them including 
speeding. Following concerns raised by families, 
our Estates and Stewardship teams supported 
the formation of speed watch groups in each 
village. In addition, in Lawley Village we also 
started work to create an environmental group. 
In Birmingham, we continued to support the 
Bournville Christmas Festival and a Shenley 
Christmas event.

We welcomed two new members of staff to 
our Community Development team in 2021, 
a Community Development worker and a 
Community Places Manager. Both roles will 
help us to build stronger and more inclusive 
communities. Our Community Development 
Worker started to support the work of our Green 
Forum whilst our Community Places Manager is 
working to ensure our community centres and 
places are inclusive and well-run.

Grew our resident 
engagement 
database

Championed groups 
working with
young people

Supported 
residents on issues 
that matter to them

Strengthened 
our community 
development team

residents took part in formal 
and informal consultations.

7,229

COMMUNITY DEVELOPMENT 

people and organisations used our 
community facilities.

19,250

People were supported to 
volunteer in their community.

83

21
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“Getting people active 
and giving them 
something different in 
local community spaces 
is what it’s all about.”
- Andy Craddock

“Helping people to reconnect after the global 
pandemic is what we’ve been doing with 

Birmingham Wheelchair Basketball 
coffee morning sessions, and using good 

local community facilities like Rowheath 
Pavilion and Shenley Court Hall has 

definitely helped to bring people together. 

I got in touch with Simeon from BVT who 
helped to set things up. Rowheath Pavilion 
is a great facility, it’s open and has a nice 

green environment. Using these spaces means 
getting the community active, involved, and sharing 

experiences. Regardless of whether you have a 
disability or not, you can take part in our coffee 

morning sessions. It’s for everyone. Not only is it good 
fun, but it also helps to give able-bodied people a 

better understanding of wheelchair sports.  

Getting people active and giving them something 
different in local community spaces is what it’s all 
about. We’re hoping to work with Bournville Village 

Trust again and use their facilities in the summer to 
bring more wheelchair basketball to the community. “

SUPPORTING PEOPLE

We provide a range of 
services to support 
people to lead successful 
lives and manage the 
challenges that can stop 
them achieving their full 
potential.
These services are focused on helping to 
remove barriers and treating people as 
individuals, exercising the right approach 
at the right time. Our services in this 
area include:

Providing advice and assistance with benefits, 
debt and money management through our 
specialist Financial Inclusion teams. 
 
Promoting services and assistance to help 
residents manage home energy bills and 
access responsible support, including specialist 
advice through our Home Energy and Welfare 
Advisor.  
 
Securing funding and working in partnership 
with others to deliver programmes that 
champion people.  
 
Providing specialist sheltered accommodation 
and services for older people in Birmingham 
and Telford.  
 
Supporting young people leaving care to 
develop the life skills needed to thrive in 
independent living.

22 2323
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What we 
achieved 
in 2021

To support the ongoing development of a community 
garden that helped to boost residents’ health and 
wellbeing during Covid, we secured materials from 
a BVT supplier. Jewson Partnership Solutions (JPS) 
donated building sand, gravel and new tools for the 
garden at flats at Alder Lane in Birmingham.  

We also worked with Hay Green Allotments Association 
to provide raised beds for older gardeners experiencing 
health and mobility problems. The Association was
awarded a £5,000 grant from the Selly Oak 
Neighbourhood Network Scheme to support the work. 

Following a seven year regeneration project, last year saw the 
completion of College Green in Bournville. The previously derelict 
site on Bristol Road South was transformed to create 
a health and wellbeing centre and hundreds of new homes for 
older people.  It includes a 212-apartment retirement village, 
a care home specialising in dementia care, 19 independent living 
homes and the College Green Medical Practice which will serve 
patients across the local area. Our role was focused on 
master-planning and bringing statutory and charitable 
organisations together to deliver the ambitious scheme.

In December last year we developed a 
partnership with Severn Trent to help tenants 
save money and water through free water 
efficiency checks. As part of the visits, Severn 
Trent fitted water-saving devices and provided 
hints and tips on ways to save water. To date, 
Severn Trent have carried out 962 visits, helping 
residents to understand how they can use water 
more efficiently and save money on bills.

Over 300 households in Birmingham and 
Telford received help with food and energy 
bills as part of our 2021 Well Winter campaign. 
The campaign ran from December 2020 until 
April 2021 and aimed to ensure no-one in 
our communities went without enough food, 
warmth or essential items to keep well. Support 
included giving out food and fuel vouchers and 
directing people to support from other agencies.Secured funding to 

make gardening 
more accessible

Completed 
College Green 
care village

Partnered with 
Severn Trent 
to deliver 
efficiency 
checks

Delivered our 
Well Winter 
campaign

households supported to 
improve their financial position.

1,688

SUPPORTING PEOPLE 

During 2022, 
we will be:

25

Amalgamating a number of different tenant support 
funds and our Well Winter campaign into one resident 
support budget, creating a simple referral route 
to get financial support to residents who need it.  
 
 
Improving how we manage rent arrears by using 
technology in a more effective and efficient way.   
 
 
Re-establishing a catering services at Bournville House 
to provide meals to residents and the wider community. 

25

Simeon Bright, Community Places Manager.
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“My finances are in 
better shape than 
they have been in 
years”
- Kimberly Payton 

26 27

“I’m in my dream job, and can support 
my family thanks to Bournville Village 
Trust and their incredibly supportive staff.   

I had some difficult years and got myself 
in debt which made it hard to pay my 
rent and other bills. I was falling behind 
with payments and wasn’t sure how 
to tackle it. BVT reached out to me. 
They were so understanding, I had an 
emotional conversation with staff and 
they said we’d work through things 
together. Staff have been so good, they 

arranged help with my finances and I’ve 
worked hard to manage my finances. 
Through BVT, I was referred to an NHS 
employability course which I successfully 
completed.  
 
Now I have a job as a Healthcare 
Assistant. I love what I do and I’m more 
organised with my finances. I’m really 
grateful for the help from BVT and 
I’m determined to keep going in this 
direction.”

Our heritage services 
are much more than our 
museum, Selly Manor.
We have a Heritage Forward Plan that 
focuses on four core areas of activity,  
which link directly to our aims and values.

These areas include:

Sharing our heritage

Audience development and accessibility

People and skills

Financial resilience

HERITAGE
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What we 
achieved 
in 2021

Covid forced our museum to close to the public during 
much of 2020 but in May 2021 we were able to reopen 
and bring services back to pre-pandemic levels. 
We continued to invest in and develop our digital 
platforms as well with the use of film packages, blogs, 
heritage news, the museum’s website and online events 
which together produced over 115,000 engagements.

Selly Manor Museum launched an online shop in 
November 2021 through the museum’s website. Not 
only does it help to increase revenue for Selly Manor 
but it sells locally sourced products and works with 
Birmingham-based artists to provide cards, prints, 
books and other gifts for sale ready for Christmas.

The CB and HH Taylor Trust awarded Selly 
Manor Museum £1,000 for our Making Sense of 
the Museum project. It will enrich the sensory 
experience of visiting the museum through 
improved interactive exhibits and displays. 
A grant of £5,000 from the Association of 
Independent Museums will also help us 
conserve an important collection of archival 
documents relating to Minworth Greaves, 
one of the oldest buildings in Birmingham. 

The programme saw a diverse group of six 
young people, aged 16-18, take part in an 
intensive week of heritage activity to broaden 
their own experience and help inform our work. 
A new volunteer programme also welcomed 16 
volunteers, who together contributed over 800 
hours of their time and skills.

Reopened Selly 
Manor Museum 
following the 
Covid pandemic

Opened an 
online shop

Secured grants 
to improve and 
conserve our 
heritage

Launched 
our Past-
Future youth 
programme 

HERITAGEHERITAGE

29

Carrying out research to complete our audience development plan 
which will identify our current audiences and provide a structure for 
developing engagement for under-represented groups.

 
Developing a heritage-themed, dementia-friendly project to provide 
an outreach service to local groups focused on dementia-friendly 
provision. This project will see heritage staff visit local providers to  
lead sessions.  
 
Delivering a series of over 20 events celebrating both Selly Manor 
Museum and Bournville’s wider heritage. Key highlights for the year 
will include: 

• Celebrating the 90th anniversary of Minworth Greaves, being saved 
and rebuilt in Bournville, and marking the centenary of George 
Cadbury’s death. 

• Hosting Shakespeare’s First Folio, in partnership with the University of 
Birmingham and the Library of Birmingham, as part of the Everything 
to Everybody Project. 

• Developing the success of Bournville Heritage Open Day.  

During 2022, 
we will be:

Daniel Callicott, Heritage Manager 
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SOCIAL AND AFFORDABLE HOUSING

We manage nearly

social and affordable homes across 
more than a dozen communities 
ranging from inner-city 
Birmingham to Telford.

4,000

We aim to provide great homes and services and 
services in this area include:

Providing a quality and value for money 
maintenance service that keeps homes in 
a good state of repair.  
 
Delivering planned maintenance programmes, 
shaped by residents, which replace and renew 
key components of homes such as bathrooms, 
kitchens, boilers, windows and doors. 
 
Supporting residents to successfully manage 
their tenancy with us, including help to sustain 
their tenancy.   
 
Providing a lettings service which includes 
helping tenants to apply for more suitable 
accommodation when and if needed. 

 
Supporting residents impacted by anti-social 
behaviour and finding solutions to resolve 
community safety issues.  

30

Alex Bedward, Multi-Skilled Operative



32 33

What we 
achieved 
in 2021

To deliver our £25m five year planned maintenance 
programme, we expanded our Planning and 
Commissioning team and put in place a new team 
structure including a trainee post. We also successfully 
combined the strengths of Bournville Property Care 
Services and Bournville Village Landscapes to create a 
new single division called maintenance services. The 
service continued to make improvements to customer 
satisfaction, increase productivity and reduce costs.

Throughout 2021, we introduced and used 
technology to ensure residents were safe in 
their homes. Key safety inspections, such as 
fire, gas and electrics, are now monitored via a 
new compliance dashboard. It is automatically 
updated every 24hrs to ensure we are carrying 
out the right checks at the right time. Despite the 
challenges of Covid, we:

Delivered 9,500 responsive repairs 
including a backlog of 1,121 caused
by a lockdown.

Helped reduce homelessness by
bringing back up to standard 170 new 
homes for people in need of housing.

Kept residents safe by providing more 
than 3,500 gas safety checks and over 
810 electrical installation inspections.

Despite Covid and challenges to our supply 
chain, we made £1.89m worth of improvements 
to homes during 2021. This included installing 
282 boilers, fitting new UPVC windows to 101 
homes, new front and back doors to 153 homes, 
27 new kitchens and 14 new bathrooms. We also 
invested over £70,000 to replace the atrium at our 
Bournville House extra care scheme so residents 
could enjoy their communal living space.

In February 2021, we launched BVT Homes - an online 
portal which anyone interested in registering and 
bidding for a home with us can use. It has simplified our 
lettings process for residents and since it went live,  
we have helped 96 families in Birmingham and Telford  
find the right home for them.

Strengthened 
our teams

Delivered on 
home safety

Invested nearly 
£2m to improve 
homes

Launched our BVT 
Homes portal

SOCIAL AND AFFORDABLE HOUSING SOCIAL AND AFFORDABLE HOUSING

of residents  
satisfied with their 
last routine repair.

of repairs
completed right 
first time.

of homes were
gas compliant.

calls answered by our 
Customer Services team.

100%

36,165

33

85%

77%
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During 
2022, we 
will be:

Continuing to deliver our planned maintenance programme, 
including starting our window and door replacement work in the 
Bournville conservation area. 
 
 
Setting out our aspirations for reducing carbon and improving 
our environmental / sustainability performance through 
an Environmental Sustainability Strategy.   
 
 
Developing and refining our design charter which will set out our 
aspirations for new build sustainability and improve the energy 
performance of our homes. 
 
 
Undertaking a review of our heritage buildings to understand 
the investment needed to ensure they are maintained for future 
generations to enjoy.  
 
 
Investing £1m in replacing kitchens and bathrooms.  
 
 
Reviewing our housing services function including streamlining 
processes and services to make them better for residents.

“It’s made my life more 
comfortable and I enjoy 
my home more.”

- Joan Preston

“Everything’s so much easier now I 
have my new boiler.  
It’s made such a difference  
to my home – the water’s hotter 
and I can have it on at my own 
convenience. The old one kept 
cutting out all the time which 
was a nuisance. Things are much 
better now, this combi boiler is far 
more efficient and my bills are a 
bit lower too. It’s so easy to use,  
all I have to do is press a button 
and it does what it’s supposed to. 
It’s ideal. During last winter all the 

rooms were warm and cosy 
which was lovely.  

When it was fitted the engineers 
were lovely, so nice, friendly and 
chatty. It was all done really quickly 
– no complaints. It’s made my life 
more comfortable and I enjoy my 
home more.”

34 35

Javid Hassan, Building Compliance Officer.
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ORGANISATIONAL 
PERFORMANCE

Section Three

36

Maria Rigby, Estates Officer.
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EQUALITY, DIVERSITY AND INCLUSION GOVERNANCE AND STRUCTURE

During 2021, we took further steps to improve diversity and 
inclusion. We approved a new organisational development 
strategy with diversity and inclusion a key theme.

Governance and structure

Our aim was to create a modern organisation that 
reflects the communities we serve. We also wanted 
to become a living wage employer and create 
a culture where colleagues feel valued and 
accepted in the workplace. 

To achieve this we began to review our current 
Equality & Diversity Policy and identified key actions 
to improve our approach. 

Our Governance Committee also recognised that 
membership restrictions, as set out in our deed of 
foundation, significantly reduced the opportunity 
for diversity at Board level. Last year, they set about 
looking at options to address this and as a result, 
the Board reduced family membership to six and 
introduced up to six independent places. 

Our Board of Trustees has responsibility for the 
governance of the organisation, setting our overall 
strategic direction as detailed in our corporate 
plan, monitoring our strategic performance and our 
financial viability. 

They delegate detailed oversight of some of our 
activities to a number of committees. 
Each committee has different members and some 
key committees include residents.  Our Board 
members are; Adrian Allen (Chair), Alison Fisher, 
Alison McKittrick, Caroline Cadbury (Vice Chair), 
Claire Bowman, Claudia Coulson, Derek Douglas, 
Matthew Cadbury, Nigel Cadbury and Philip Lumley. 
You can read information about our Trustees’ skills 
and experience on our website www.bvt.org.uk/our-
business/trustees 

There are other organisations which are part of 
the wider Bournville Village Trust group and these 
include: 

Bournville Works Housing Society (BWHS) is a 
registered provider and its board is coterminous with 
Bournville Village Trust’s Board of Trustees. In addition 
to its Board, BWHS also has shareholders. 

Bournville Almshouse Trust (BAT) is a linked charity 
with the Bournville Village Trust’s Board of Trustees as 
its trustees. 

Bournville Village Developments (BVD) is a company 
with a number of Bournville Village Trust Trustees as 
its directors. 

Bournville Village Enterprises (BVE) is a company with 
a number of Bournville Village Trust Trustees as its 
directors. 
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Aaron Basi, Customer Services Team Leader.
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LEARNING AND DEVELOPMENT LISTENING TO OUR RESIDENTS AND RESPONDING

We are committed to building a strong 
organisation driven by our values and 
an important part of achieving this is 
developing and investing in our staff.   

In 2021, we launched a new approach to 
personal and professional development 
focused on developing colleagues, 
changing behaviours and learning new 
skills. Our values of partnership, fairness, 
quality, integrity and innovation are at the 
heart of this new approach, which we will 
be trialling throughout 2022.  

In autumn last year, we welcomed four 
new apprentices following a fantastic 
response to a recruitment campaign.  Over 
225 applicants applied for apprentice roles 
in our maintenance service and from these 
applicants, Joshua Lowe, Angel Lane, Selda 
Ponari and Ryan Abrahams were selected.  

Joshua, Angel, Selda and Ryan will 
complete a four year apprenticeship 
programme and experience all the 
different work we do in our maintenance 
service.

Listening to and 
understanding residents is the 
first step in developing and 
delivering great services.

Informal complaints were received in 
2021, with the majority of these related 
to repairs and planned maintenance, 
estate services and customer service.

of these complaints were unable 
to be resolved at the informal 
stage of our complaints process 
and became formal complaints.

We continued to embed our new approach to 
managing complaints in 2021 and carried out a 
self-assessment against the Housing Ombudsman 
Complaint Handling Code. The code sets out good 
practice and allows social housing providers to respond 
to complaints effectively and fairly. 

During 2022 we will be reviewing how we provide 
customer service across the organisation and 
identifying how we can streamline current processes 
and improve how customers contact us and request 
services. 

257

69

Of all the formal 
complaints that we 
received in 2021;

of complaints were 
about repairs43%

of complaints were  
about grounds maintenance4%

of complaints were  
about empty properties1%

of complaints were  
about estate services10%

of complaints were  
about customer service1%

of complaints were  
about supported / sheltered 
housing

1%

of complaints were  
related to anti-social behaviour15%

of complaints were  
about gas services4%

of complaints were  
related to resident involvement 
/ community development

1%

of complaints were  
related to planned maintenance10%

of complaints were  
related to lettings1%

of complaints were 
multiple (meaning they could 
have related to more than one 
issue / service). 

1%

Last year, we carried out consultations, listened 
to customer feedback and embedded our new 
approach to managing complaints.  
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Selda Ponari, Apprentice Electrician.
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LISTENING TO OUR RESIDENTS AND RESPONDING

Consultations, surveys 
and feedback

1

3

5

2

4

6

7

You said...

We did.

Throughout last year, we carried out a range of surveys and consultations with residents. We 
listened and responded to feedback to shape and improve our services. Examples included: 

Worked with young people, through the Past-
Future youth programme, to shape our heritage 
service. This directly led to changes to our events 
programme and has had a positive impact on our 
wider heritage offer. 

Carried out quarterly satisfaction surveys in 
Lawley instead of biannual surveys so we can 
improve the frequency of feedback we receive 
and respond to issues quicker.

Restarted ‘estate dates’ and welcome meetings in 
Lawley and Lightmoor, following the lifting of Covid 
restrictions, to help us get immediate and regular 
feedback from residents on estate issues.

Listened to the views of the 1,500 residents who 
actively took part in the consultation on the 
Bournville Estate Design Guide to shape the 
document and launch it in 2021. 

Provided detailed information on the roll-out 
of our window replacement programme in the 
Bournville conservation area on our website 
following feedback from customers. 

Started plans to create a tenants panel to aid 
communication and help shape the delivery of 
our window replacement programme.

Responded to low rates of satisfaction with 
courtyards and shared spaces in Lawley by 
introducing estate caretakers to specifically 
improve these areas. As a result, complaints about 
courtyards and shared spaces have reduced. 

You said: We are concerned about vehicles parking 
dangerously and speeding outside Lightmoor Primary 
School.

We did: Christmas celebrations returned to both villages 
in 2021 and we started to plan Easter egg hunts, Queen’s 
Jubilee celebrations and summer events for 2022. 

We did: We re-introduced a small shop, staffed by 
volunteers, and access to an onsite food service. A hair 
salon re-opened in December and gym facilities will be 
back in use during 2022.

We did: In partnership with Telford and Wrekin Council, 
we installed a number of traffic calming measures 
around the school. This included removing parking 
spaces immediately outside the school, installing 
additional bollards, double yellow lines and signage.

You said: We want to see community events return 
to Lawley and Lightmoor following the lifting of Covid 
restrictions.

You Said: We would like to be able to buy everyday 
essentials like milk and tea at Bournville House and we 
would like the catering service, hairdressers and gym 
facilities back in use.
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PROFIT FOR PURPOSE

44

Building profit for purpose by 
strengthening our commercial offer 
is an important part of increasing 
our financial capacity to invest in our 
charitable activities. 

During 2021 we let our first home for 
market rent as part of a pilot project 
to develop a new revenue stream for 
BVT. The pilot is now being developed 
to deliver a portfolio of market rented 
homes.  

In November 2021 we sold our 
nursing home, Selly Wood House, 
to an experienced care provider.

The selection of a new owner was not 
taken lightly and we are pleased that 
a nursing home service will continue to 
be delivered within the Bournville estate. 

Due to the pandemic, we recognised 
the need to deliver services outside 
of the usual lease management 
procedures that we provide. 
We supported commercial tenants 
whose businesses had to close, either 
fully or in part because of Covid, 
during 2020 and into 2021. 

How we 
compared 
to others 
in 2021
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 2021 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.

Satisfaction with 
neighbourhood as 
a place to live

88%

90%
Satisfaction that 
rent provides value 
for money

86%
Satisfaction with the 
service provided

£505.24  
Total cost per 
property of housing 
management

£445.62
Total cost per 
property of repairs 
and void works

85%
Satisfaction with 
the overall quality 
of home
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FINANCIAL 
PERFORMANCE

Section Four
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Chris Hanson, Head of Planning & Commissioning

Abdul Salam, Planned Maintenance Officer.
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VALUE FOR MONEY VALUE FOR MONEY

Providing value for money 

What we spent in 2021

In 2021 we made a net revenue surplus of £2.7m 
on our day-to-day operations. 

This is an increase on the previous year’s surplus 
of £1.8m. 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.

We have provided a summary of BVT’s financial 
performance for the last full financial year, 
ended 31st December 2021. 

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.

In housing property 
maintenance (including day-
to-day repairs and planned 
maintenance)

Service costs (such as 
communal heating 
and lighting)

Interest charges (charges 
on our loans)

In trading expenses

Of costs written-off and bad debts

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

Spent on maintenance of our 
estates (including neighbourhood 
infrastructure, open spaces and parks)

Depreciation

In rent from the housing we manage
and maintenance charges

In property and land sales

Providing care and support

In other rents
(including shops, 
agricultural estates 
etc.)

In trading income

Investment income

£6.2m

£3.9m £833K

£51K

£4.5m

£3.7m

£1m £4m
£22m

£2.2m

£2.1m

£3.2m

£28.9m
£26.2m
£2.7m

TOTAL INCOME

TOTAL EXPENDITURE

TOTAL SURPLUS

£1.4m

£171K

Our 
income

Our expenditure
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In rent from the houses managed by BWHS Housing property maintenance (including 
day-to-day repairs and planned 
maintenance to homes)

In property and land sales

On managing homes 
(including front-
line and back office 
services)

Investment 
income

Depreciation

Costs written off 
and bad debts

£1.4m £278K
£10K

£487K£3K

£1.4m

£314K

TOTAL INCOME

TOTAL SURPLUS

TOTAL EXPENDITURE

£362K

£2k

BWHS 
income

BWHS 
expenditure

£1.1m
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