
How we’ve performed on our 
Tenant Satisfaction Measures

April 2025 – March 2026



About this report

This report is designed to tell you about our latest performance on the Tenant Satisfaction Measures (TSMs); how we plan
to improve our services over the next 12 months; and how you can help us with this.

It covers the period April 2025-March 2026, and in keeping with the Regulator’s requirements is based on data for BVT,
BAT, Bournville Gardens, and BWHS tenants (excluding market rent).
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Satisfaction with the overall service provided by Bournville Village 
Trust
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82.8% satisfied with the overall service provided by BVT 



Building safety
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Gas safety checks 

completed at 100% 
of our homes

Fire risk assessments 

completed at 100% 
of our homes

Asbestos surveys 

completed at 100% 
of our homes

Legionella risk 
assessments 

completed at 100% 
of our homes

Lift safety checks 

completed at 100% 
of our homes

83.9% satisfied that 

their home is safe



Decent Homes Standard & Repairs
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0% of our homes 

do not meet the 
Decent Homes 

Standard

84.5% of non-

emergency repairs 
completed within 
target timescale*

99.8% of 

emergency repairs 
completed within 
target timescale*

86.0% satisfied 

with the repairs 
service

82.6% satisfied 

with time taken to 
complete last repair

83.1% satisfied 

that their home is 
well maintained

* Our target timescale for emergency repairs is 24 hours. We have 3 target timescales for non-emergency repairs: 
Urgent repairs (7 calendar days), Non-urgent repairs (28 calendar days), and Major repairs (90 calendar days). Note: 
there is no ‘Major repairs’ category for Bournville Gardens (Extra Care)



Complaints
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51.9 Stage 1 

complaints received 
per 1,000 homes

8.3 Stage 2 

complaints received 
per 1,000 homes

42.6% satisfied with 

our approach to 
handling complaints

96.8% Stage 1 

complaints responded to 
within Ombudsman’s 
complaint handling 

timescales

100.0% Stage 2 

complaints responded to 
within Ombudsman’s 
complaint handling 

timescales



Engaging with our customers
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68.1% satisfied we 

listen to your views and 
act on them

78.6% satisfied we keep 

you informed about 
things that matter to you

83.8% satisfied we treat 

you fairly & with respect



Neighbourhood management
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31.7 anti-social behaviour 

cases opened per 1,000 homes

1.1 anti-social behaviour 

cases involving hate incidents 
opened per 1,000 homes

59.6% satisfied with 

how we handle anti-
social behaviour

76.9% satisfied we keep 

communal areas clean & 
well maintained

74.7% satisfied we 

make a positive 
contribution to 

neighbourhoods



How we plan to improve in the next 12 months - and how you can help us

Below are steps we are taking over the next 12 months 
to improve the service we provide

• Introducing cleaning contracts for the communal 
areas of all our flats / maisonettes / bedsits, in 
addition to the caretaking service recently introduced 
for these properties

• Continuing to improve our case management, 
ensuring that customer contacts are responded to in 
time and agreed actions completed on time

• Continuing our programme of planned property 
upgrades (new windows and doors, kitchens, and 
bathrooms, and exterior redecoration)

• The Your Tenancy and Your Neighbourhood groups 
will complete their first reviews (into 
lettings/allocations and management of front 
gardens respectively)

• Informed by the above, carrying out a full review of 
our lettings policy, to make sure this is as fair as 
possible

• Carrying out a full review of our complaints policy. 
This will help improve cross-team working on 
complex complaints, improve our handling of 
complaints at Stage 1, and ensure we learn from 
complaints
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And this is how you can help us improve

• Completing the surveys we send to you by text, email,  
and through the post

• Looking out for our inView newsletters each quarter, 
which tell you news about your neighbourhood and 
BVT, including improvements we make to our services 
as a result of your feedback. You can sign up to the 
newsletters/read recent issues here 
https://www.bvt.org.uk/your-neighbourhood/ways-
to-get-involved/stay-informed/ 

• Participate in service reviews by joining one of the 
three scrutiny groups. All members are supported by 
a training and support program. You can read about 
our past and upcoming reviews and information on 
how to join here https://www.bvt.org.uk/your-
neighbourhood/get-involved/ 
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