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This document is for our customers, here’s how to
use it...

At BVT, we believe in being open and accountable to our customers. This performance
report, which we produce every 3 months (quarterly) gives you a clear view of how we're
doing in key areas like repairs, building safety, customer satisfaction and landlord
services.

The report helps you to understand the quality of services you receive, where we are
doing well, and where we need to improve.

Your feedback plays a crucial role in shaping our services and by working together, we
can make sure our services meet your needs and we continue to improve.

If you would like to get involved in helping to scrutinize and shape these services, please

get in touch with the Community Development and Involvement Team at
communityadmin@bvt.org.uk



Performance Indicators (PI's)

On the following pages we have set out our key performance indicators, showing current
percentages, trends and targets

Key
x Performance below expected level Performance getting better
ooe Performance slightly below expected level Performance getting worse

Performance at or above expected level Performance has stayed the same

Creating and sustaining communities where people can thrive



What customers are telling us in Quarter 2, 2026

Recommendations

Continue improving the repairs service, with particular focus on
appointment management, communication during live repairs and
reducing repeat visits, as repairs remain the biggest source of
complaints and negative feedback.

Continue strengthening customer data quality, particularly
equality monitoring information (religion, sexual orientation and
economic status), to support more personalised and inclusive
services.

Embed learning from complaints by ensuring all identified service
improvements are completed, monitored and shared across teams
to prevent repeat issues.

Maintain focus on adapting services for additional need
customers, ensuring reasonable adjustments are consistently
applied and embedded across all service areas.

Key Trends

Repairs continue to dominate customer feedback, accounting for the
highest volume of complaints, although many customers,continue to
report positive experiences and satisfaction with complete

Overall tenant satisfaction remains strong, with BVT's overall T
performance placing the organisation in the top quartile nationally
despite a slight year-on-year reduction.

Customer service improvements are having a positive impact, with
fewer comments relating to poor follow-up and broken promises,
suggesting the Customer Service Offer is improving customer
experience.

Complaints handling performance remains strong operationally,
with 100% of complaints responded to within target timescales,
although customer perceptions continue to be influenced by the
outcome of their original issue.

Customer data quality continues to improve, providing greater
confidence in understanding customer needs and supporting more
personalised service delivery.

Resident involvement continues to grow, with increased participation
in scrutiny groups, neighbourhood engagement activities and
community events.

Social media engagement remains positive overall, although
recurring concerns continue around parking, estate appearance,
developer responsibilities and grounds maintenance in specific
neighbourhoods.
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Summary of performance in Quarter 2, 2026

Where we are working to improve What's Going Well

- Customer satisfaction remains strong — Most customers continue to

* Repairs and maintenance - We're continuing to improve the o . :
have a positive experience across our services.

repairs service by reducing delays, increasing first-time fixes

and keeping customers updated throughout the process. + Excellent customer contact - Our Customer Contact Cen ontinues
to perform exceptionally well, with 100% satisfaction and 93% o
« Communication — Customers have told us they want clearer enquiries resolved at the first point of contact.

and more regular updates, particularly about repairs,
complaints and neighbourhood services, and we're working to
improve this.

« Keeping homes safe — We continue to achieve 100% compliance across
key building safety checks, including gas safety, fire risk assessments
and asbestos management.

- Complaints — While we've made progress, we're focused on . Repairg performance — Most repairs continue to be completed within
responding more clearly, resolving issues more quickly and target timescales, with high appointment-keeping rates and improving
using feedback to improve our services. customer satisfaction.

+ Lettings service — Customer satisfaction with our lettings and

» Damp and mould - We're working to respond to cases more allocations service remains at 100%, and homes are being re-let quickly

quickly and strengthen our preventative approach to keep while reducing rent loss from empty properties.

homes safe and healthy. . . - .
Y + Investing in homes and communities — Progress continues on our

investment programme, alongside ongoing improvements to homes,

- Anti-social behaviour (ASB) - We're improving how we neighbourhoods and energy efficiency.

manage ASB cases by providing better communication and

working to resolve cases more efficiently. + Supporting communities — We continue to invest in our
neighbourhoods by supporting local groups, building partnerships and
« Neighbourhood services — Satisfaction with some encouraging residents to get involved in community activities.

neighbourhood services, particularly landscaping and
communal areas, has fallen, and we're working with our
contractors to improve standards.
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Tenant Satisfaction Measures (TSMs)

The TSM Survey is a satisfaction survey that is required by the Regulator of Social Housing
(RSH). The purpose of the survey is to measure satisfaction with landlord services and to
help the RSH have oversight over how we are improving.

We send the TSM Survey to all tenant customers over a 12-month period and we report
the results quarterly. The following section shows the results of the survey for this quarter
and compares our performance to the previous quarter.



Focus on Tenant Satisfaction Measures (TSMs) Satisfaction Surveys

&>

Overall satisfaction Satisfaction that the home is well maintained

Q1 Performance Q2 Performance

Ql Performance Q2 Performance
Trend Status 2026 Target 2026 Trend Status

2026 Ul 2026

76% 83% 78% ¢ 77% 84% 79% ¢

Satisfaction with repairs Satisfaction that the home is safe

Ql Performance Target Q2 Pel‘zfg;g\ance Trend Status

Q1 Performance Q2 Performance
2026 2026 Trend Status 2026

81% 83% 81% > 2 79% 85% 86% ¢

Target

Satisfaction with time taken to complete most recent repair Satisfaction that the landlord keeps communal areas clean & well maintained
Ql Performance Q2 Performance Q1 Performance Q2 Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status

75% 80% 78% A 73% 80% 63% \ 7
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Focus on Tenant Satisfaction Measures (TSMs) Satisfaction Surveys

Satisfaction that the landlord listens to tenant views and acts upon them

Q1 Performance Q2 Performance Q1 Performance Q2 Performance
2026 Target 2026 Trend 2026 Target 2026 Trend Status
72% 77% 68% 7 59% 70% 64% AN

Agreement that the landlord treats tenants fairly and with respect Satisfaction with the landlord’s approach to handling complaints

Ql Performance Q2 Performance Q1 Performance Q2 Performance
3026 Target 2026 Trend Status 2026 Target 2026 Trend Status

79% 87% 83% AN 39% 46% 33% \ 7

Satisfaction that the landlord keeps tenants informed about things that matter to Satisfaction with the landlord’s approach to handling anti-social behaviour

them

Q2 Performance

Ql Performance
Target 2026 Trend Status

2026

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status

74% 80% 75% AN 59% 65% 66% AN \/
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Non-Survey Tenant Satisfaction Measures (TSMs)

As part of the Regulator of Social Housing’s (RSH) TSMs, we also measure and report our
performance based on real data about the services we provide to our customers. These
measures cover important areas like repairs performance, building safety, complaints
handling and our response to reports of anti-social behaviour. This data helps us to track

our performance and identify areas for improvement.

The following section shows our performance against these TSMs compared to the
previous quarter.




Focus on Tenant Satisfaction Measures (TSMs)

Number of ASB cases opened per 1,000 homes (RYTD)

Q1 Performance
2026

22

Target

Report

Q2 Performance
2026

18.3 \ 7

Trend

Status

Number of ASB cases involving hate incidents opened per 1000 homes (RYTD)

Q1 Performance
2026

Target

Report

Q2 Performance
2026

11 ¢

Trend

Q1 Performance
2026

96%

Status

Target

100%

Percentage of complaints responded to within target time

Q2 Performance

Stage 1 complaints relative to the size of the landlord (per 1000 properties) (RYTD)

Q2 Performance
2026

Ql Performance

2026 Trend Status

Target

51.7 Report 56.1 ¢ -

Stage 2 complaints relative to the size of the landlord (per 1000 properties) (RYTD)

Ql Performance Q2 Performance
2026 Target 2026 Trend Status
8.3 Report 9.5 ¢ =

Trend Status

2026

100% ¢
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Focus on Tenant Satisfaction Measures (TSMs)

Percentage of properties with a completed Legionella Risk Assessment (LRA)

Q1 Performance Q2 Performance
2026 Lelifo3 2026

100% 100% 100% -

Trend Status

Percentage of passenger lifts with a valid lift service certificate in place (LOLER)

Building Safety

Percentage of homes that do not meet the Decent Homes Standard

Q1 Performance Tarqet Q2 Performance
2026 9 2026

Ql (as at end March) data is submitted to the Regulator as TSM result

Trend Status

% of non-emergency repairs completed within the target timescale set

Ql Performance Q2 Performance
2026 2026

100% 100% 100% -

Target Trend Status

Ql Performance Q2 Performance
2026 2026

92.23% 85% 91.93% *

Target Trend Status

1



Focus on Tenant Satisfaction Measures (TSMs) Building Safety

% of emergency repairs completed within the target timescale set Percentage of residential properties \(Nith a)valid Landlord Gas Safety Certificate
LGSR

Ql Performance Q2 Performance Q'l Performance Qz Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status

99.63% 95% 100% AN 100% 100% 100% > 2

Percentage of homes for which all required asbestos management surveys or re- . ..
Percentage of homes and communal areas with completed Fire Risk Assessments

inspections have been carried out (TSMBS03)

Ql Performance Q2 Performance Ql Performance Q2 Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status

Percentage of properties and communal areas with a valid electrical certificate
completed within the last 5 years (landlords supply, social and private rental)

Ql Performance Q2 Performance

Target Trend Status

2026 2026

100% 100% 99.97% 7 -
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Customer Experience

In addition to the TSM measures shown on the previous pages, we also report a number

of other performance measures that help us to understand our performance and where
we can improve.

The following section focusses on measures that help us to assess how our customers

experience our services, in particular, more about complaints handling and contact
centre call handling.

13



Customer Experience

Complaints Handling

Percentage of customers satisfied with complaints handling

Number of formal complaints received

Ql Performance Q2 Performance
2026 Target 2026 Trend Status
66 Report 88 ¢ =

Number of complaints escalated to stage 2

Ql Performance Q2 Performance
2026 Target 2026 Trend Status
n Report 17 ¢ -

Ql Performance Q2 Performance
2026 Target 2026 Trend Status

65% 70% 67%

Percentage of complaints responded to within target time

Ql Performance Q2 Performance

2026 Target 2026 Trend Status

96% 100% 100% @
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Customer Experience

Percentage of customers satisfied with call handling

Ql Performance Q2 Performance
2026 Target 2026 Trend
98% 95% 100% @

Call Handling

Percentage of customers who stated their query was resolved first time

Ql Performance Q2 Performance
2026 2026

92% 90% 93% @

Target Trend Status

15



Your home

This section looks at our performance as a landlord, focussing on our repairs service, our
progress with our planned programmes, and how we are managing reports of damp
and mould.

16



Your Home

Percentage of repairs completed right first time

Ql Performance
2026

88%

Q2 Performance
Target 2026 Trend Status

85% 87% \ 7

% of urgent repairs completed within the target timescale set

Ql Performance
2026

94%

Q2 Performance
Target 2026 Trend Status

85% 95% @

% of routine repairs completed within the target timescale set

‘@

Ql Performance
2026

90%

Q2 Performance
Target 2026 Trend Status

s as ¥

Responsive Repairs

Percentage of customers satisfied with their last responsive repair

Ql Performance Q2 Performance
2026 Target 2026 Trend Status

88% 90% 90% N \/

Appointments kept as a percentage of appointments made

Ql Performance Q2 Performance
2026 Target 2026 Trend Status

97% 96% 97% -

% of major repairs completed within the target timescale set

Q2 Performance

Ql Performance
Target 2026 Trend Status

2026

91% 85% 93% @
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Your Home Damp and Mould

% of DMC cases inspected within policy timescale (Inc emergency and significant
hazards)

Average time to carry out investigation and provide written summary of findings

Q2 Performance

Ql Performance
Trend Status 2026 Target 2026 Trend Status

Ql Performance Q2 Performance
2026 2026

. 13 Working . o o °
8 working days Bavs 7 working days ¢ 9% 100% 94% ¢ n

% of DMC cases completed within statutory timeframe (Inc emergency 24hr and
safety works 5 working days to 12 working weeks)

Target

Q2 Performance
2026

Ql Performance
2026

97% >90% 93% 7

Target Trend Status



Your Home

Property Investment

Capital programme progress

Q1 Performance Q2 Performance Ql Performance
2026 2026

96%
21.2% by year end 47.9 ¢ V 52% Report 53% ¢ -
(45% by Q2)

2 Performance
Trend Status 2026 Target Q 2026 Trend Status

Target

Percentage of stock with a valid stock condition survey

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status
o 100% o -
96.4% by year end 97% ¢
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Your Tenancy

This section looks at our performance as a landlord, focussing on managing anti-social
behaviour, rent arrears, and lettings and allocations services.

20



Your Tencmcy

Number of new ASB cases reported

Ql Performance
2026

22

Target

Report

Anti-social Behaviour (ASB)

Q2 Performance Ql Performance
2026 Trend Status 2026 Target
16 * = 0 Report

Percentage of customers satisfied with the advice and guidance provided by the ASB

team
Q1 Performance Q2 Performance
2026 Target 2026 Trend Status
83% 85% 78%

Number of anti-social behaviour evictions

Q2 Performance
2026

0

Trend

Status

21



Your Tencmcy

Lettings and Allocations

Percentage of customers satisfied with the lettings and allocations process Average time taken to re-let a property

Ql Performance Q2 Performance Ql Performance Q2 Performance
2026 2026 Trend Status 2026 Target 2026

100% 100% 100% > 2 34 34 33.4 D

Target Trend Status

Percentage of customer satisfied with the standard of home at re-let Amount of rent loss due to empty properties

Ql Performance Q2 Performance Ql Performance Q2 Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status

100% 95% 92% \ 7 “ 0.61% 0.45% 0.39% A

22



Your Tencmcy

Current tenant rent arrears

Q1 Performance Q2 Performance
2026 2026

2.30% 2.85% 2.48% N7

Target Trend Status

Number of evictions due to tenancy management breaches

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status
0 Report 0 9 =

Sustaining Tenancies

Number of arrears evictions

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status
1 Report 0 w =

% of tenancy turnover

Ql Performance Q2 Performance
2026 Target 2026 Trend Status
1.05% Report 1.02% * =
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Your Neighbourhood

This section looks at our performance as both a landlord and as stewards for the
neighbourhoods we work in across Birmingham and Telford focussing on services like our
Grounds Maintenance, Block Services, Community Development and Heritage services

24



Your Neighbourhood Estate Management

Percentage of estate inspections completed to target Number of breaches reported

Ql Performance Q2 Performance Ql Performance Q2 Performance
2026 2026 Trend Status 2026 Target 2026 Trend Status

99% 100% 100% AN 195 Report 141 N7 -

Target

Average time taken to resolve a breach

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status
29.7 Report 30.1 ¢ -

25



Your Neighbourhood

% of landscape programme delivered in Birmingham

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status

100% 95% 97% 7 v

Il
iSSSY

Number of Health and Safety checks carried out with onsite teams

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status

17 15 15 \7

Grounds Maintenance

% of landscape programme delivered in Telford

Q1 Performance Q2 Performance
2026 Target 2026 Trend Status

99% 95% 99% -
1k

% of residents satisfied with the landscaping service excluding Lawley

Ql Performance Q2 Performance
2026 Target 2026 Trend Status
53% Baseline 70% ¢ -

)

% of residents satisfied with the landscaping service in Lawley

Ql Performance

2026 Target

N% Baseline

Q2 Performance
2026

19% ¢ -

Trend Status

26



Your Neighbourhood

Community Development

Number of partnerships maintained Number of community groups or organisations supported

Q1 Performance Q2 Performance Q1 Performance Q2 Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status
483 Report 698 ¢ = 193 Report 284 ¢ =

Number of BVT hosted community involvement, community events and activities

Number of external community involvement, community events and activities that

taken place BVT have attended
Q1 Performance Q2 Performance Ql Performance Q2 Performance
2026 Target 2026 Trend Status 2026 Target 2026 Trend Status
66 Baseline 61 w - 27 Baseline 51 m -

27



If Y‘ou would like this document translated into a different
lahguage, please contact us.

Bengali

AN M g2 NRIE ST O T FACO BV O WA= FE AR S
CTINTTS P!

Chinese
AR XD XX HRFRARIRES, EEREA]
French

Si vous souhaitez que ce document soit traduit dans une autre langue, veuillez
nous contacter.

Panjabi

Hdd 3H oA TR & TR Sudt Im f[Sg »igee 9467 9rde J, 3t fdaur 3dd A3
&S HUJS dd

Persian
2580 (el L Ly Ll €0 0 A 35 5 800 Ol 4 i o) a3 e S
Polish

Jesli chciatbys, aby ten dokument zostat przettumaczony na inny jezyk, prosimy o
kontakt.

Pushto
ot g A5y oy y9a (6 Sy Shge css i dob i du byl sulias
Romanian

Daca doriti ca acest document sa fie tradus intr-o alta limba, va rugam sa ne
contactati.

Russian

Ecnu Bbl XOTUTE NepeBecTn 3TOT AOKYMEHT Ha APYron A3bIK, NOXanymcTa,
CBSXKUTECb C HaMM.

Somali

Haddii aad jeclaan lahayd in dukumeentigan lagu turjumay lugad kale, fadlan nala
soo xidhiidh.

Swalbhili
Ikiwa ungependa hati hii itafsiriwe katika lugha tofauti, tafadhali wasiliana nasi.
Urdu

S Al s a S ol g e e ) msd (oS 1S sl Gl oS G s G R
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