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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



    Creating and sustaining communities where people can thrive

Performance Indicators (PI’s)
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On the following pages we have set out our key performance indicators, showing current 
percentages, trends and targets 

Key

Performance below expected level 

Performance slightly below expected level 

Performance at or above expected level 

 Performance getting better 

 Performance getting worse

➔ Performance has stayed the same

…
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What customers are telling us in Quarter 4, 2025
Recommendations

•  Improve complaints handling clarity through the complaints 
policy review. 

• Continue to reduce repeat contact in repairs through stronger 
coordination, clearer ownership of complex jobs, and continued 
focus on appointment reliability.

• Identify appropriate response to support high-need 
customers.

• Reinvigorate tenant engagement to address declining survey 
response rates and ensure insight remains representative.

• Strengthen communication consistency across teams and 
contractors to prevent avoidable delays and dissatisfaction.

• Embed equality and community insight into service planning, 
using demographic and neighbourhood data to tailor services 
and engagement

Key Trends
• Sustained high satisfaction with repairs and core services

Repairs satisfaction and completion times remain in the top quartile 
nationally, reinforcing repairs as a relative strength despite being 
the most common source of complaints.

• Gradual improvement in follow-up and communication
Fewer customers report that BVT fails to follow up or keep promises, 
continuing a downward trend seen since 2024.

• Declining survey engagement
Tenant survey response rates continue to fall (24% in Q4), which may 
affect representativeness and insight quality if not addressed.

• Persistent complaint themes
Repairs—particularly appointment management—and 
communication issues remain the dominant drivers of 
dissatisfaction.

• Strong transactional satisfaction
Transactional surveys show consistently high satisfaction (often 
above 90%) across call handling, lettings, repairs, ASB support, and 
community services.

Overall Sentiment
Overall customer sentiment in Q4 2025 remains positive and stable, with high levels of satisfaction across core services, particularly 
repairs, call handling, lettings, and planned maintenance. While overall tenant satisfaction dipped slightly from the Q3 peak (from 86% 
to 84%), this still represents the second-highest satisfaction level to date and a significant year-on-year improvement.
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Summary of performance in Quarter 4, 2025
Where We’re Working to Improve
• Customer satisfaction in some service areas
While many customers are satisfied overall, feedback from the 
Tenant Satisfaction Measures (TSMs) shows that some services 
are not yet meeting everyone’s expectations. We are using this 
feedback to understand what matters most to customers and 
where changes are needed.
• Repairs and maintenance performance
Although repairs are being completed, consistency and timeliness 
remain an area for improvement. We know that delays and 
repeat visits can be frustrating, and we are focusing on improving 
how quickly and effectively repairs are resolved.
• Complaints handling experience
Customers have told us that responses to complaints are not 
always as clear or timely as they should be. We are working to 
improve communication, response times and learning from 
complaints so issues are less likely to happen again.
• Damp and mould management
Damp and mould remains a key concern for customers. While 
cases are being managed, we recognise the need to respond 
more quickly and take stronger preventative action to protect 
customers’ homes and health.
• Anti-social behaviour (ASB) case management
Some customers feel that ASB issues can take too long to resolve 
or that updates are not always clear. We are reviewing how we 
manage and communicate about these cases to provide better 
reassurance and outcomes.

What’s Going Well
• Commitment to transparency and accountability
The quarterly performance report itself demonstrates our 
commitment to being open with customers about how services are 
performing, what’s improving, and where more work is needed
• Building safety compliance
Performance data shows a strong focus on keeping homes safe, 
with monitoring and reporting aligned to Regulator of Social Housing 
requirements. This gives reassurance that safety checks and 
compliance remain a priority
• Regular customer feedback through TSMs
The Tenant Satisfaction Measures survey is being carried out 
consistently, giving customers a clear voice and helping us track 
performance over time and against previous quarters.
• Contact centre and customer access
Call handling and customer contact performance is monitored 
closely, helping us understand demand and improve how customers 
access services and information
• Investment in homes and neighbourhoods
Ongoing work in property investment, estate management, grounds 
maintenance and community development shows continued 
commitment to improving
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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.
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Overall satisfaction 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

86% 80% 85% 

Satisfaction that the home is well maintained 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

87% 81% 80% 

Satisfaction with repairs 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

91% 79% 85% 

Satisfaction that the home is safe 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

89% 82% 82% 

Satisfaction that the landlord keeps communal areas clean & well maintained 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

77% 75% 74% 

Satisfaction with time taken to complete most recent repair

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

89% 77% 83% 

Satisfaction Surveys 

…

…
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Satisfaction that the landlord makes a positive contribution to neighbourhoods

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

80% 75% 74% 

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

72% 63% 68% 

Agreement that the landlord treats tenants fairly and with respect 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

89% 85% 84% 

Satisfaction with the landlord’s approach to handling complaints  

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

52% 42% 38% 

Satisfaction with the landlord’s approach to handling anti-social behaviour 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

63% 65% 59% 

Satisfaction that the landlord keeps tenants informed about things that matter to 
them 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

81% 78% 80% 

Focus on Tenant Satisfaction Measures (TSMs) Satisfaction Surveys 

…

…

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

9.4 Report 8  -

Percentage of complaints responded to within target time 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

96% 100% 100% 

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

58.6 Report 57.0  -

Focus on Tenant Satisfaction Measures (TSMs)

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0.3 Report 0.8  -

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

8.1 Report 8.3  -
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Percentage of properties with a completed Legionella Risk Assessment (LRA) 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

Percentage of homes that do not meet the Decent Homes Standard

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0% 0% 0.02% 

Focus on Tenant Satisfaction Measures (TSMs) Building Safety

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

89.22% 85% 91.38% 

Q1 (as at end March) data is submitted to the Regulator as TSM result 

…
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Focus on Tenant Satisfaction Measures (TSMs) Building Safety

Percentage of properties that have the requirement for an Asbestos Management 
Survey (properties pre 2000 – dwellings and communal areas)

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

Percentage of residential properties with a valid Landlord Gas Safety Certificate 
(LGSR)

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

Percentage of homes and communal areas with completed Fire Risk Assessments 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

…

% of emergency repairs completed within the target timescale set

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 95% 100% ➔
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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.
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Number of formal complaints received 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

44 Report 70  -

Percentage of customers satisfied with complaints handling 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

70% 70% 47% 

Number of complaints escalated to stage 2 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

9 Report 14  -

Percentage of complaints responded to within target time 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

97% 100% 100% 

Customer Experience Complaints Handling
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Percentage of customers satisfied with call handling 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

96% 95% 95% 

Percentage of customers who stated their query was resolved first time 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

93% 85% 94% 

Customer Experience Call Handling
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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.
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Percentage of customers satisfied with their last responsive repair 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

93% 90% 90% 

Percentage of repairs completed right first time 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

88% 85% 87% 

Appointments kept as a percentage of appointments made 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

96% 96% 96% ➔

Average length of time taken to complete routine repairs (in calendar days)

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

17 19 16 

Your Home Responsive Repairs

…
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Your Home

% of customers satisfied with their last  damp and mould related repair 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

89% 90% 96% 

% of  damp and mould inspections completed within target time

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

92% 100% 92% ➔

Damp and Mould

Average number of calendar days taken from a damp and mould case being 
reported to work complete and moved to monitoring

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

24 Report 24 ➔ -

…
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Capital programme progress 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

63% 96%                       
by year end 98% 

Percentage of properties that are rated “C” EPC rating or above 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

53.6% Report 52%  -

Revenue programme progress

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

87.40% 94%                            
by year end 100% 

Percentage of stock with a valid stock condition survey 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

88% 100%                       
by year end 93% 

Your Home Property Investment

…
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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.  
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Number of anti-social behaviour evictions

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0 Report 0 ➔ -

Your Tenancy

Number of new ASB cases reported 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

35 Report 30  -

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

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

94% 85% 89% 

Anti-social Behaviour (ASB)
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Average time taken to re-let a property 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

29.3 34 27.4 

Amount of rent loss due to empty properties 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0.36% 0.45% 0.39% 

Percentage of customers satisfied with the lettings and allocations process 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 100% 100% ➔

Your Tenancy Lettings and Allocations

Percentage of customer satisfied with the standard of home at re-let

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

90% 95% 100% 
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Your Tenancy

Number of arrears evictions

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0 Report 0 ➔ -

Number of evictions due to tenancy management breaches

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

0 Report 0 ➔ -

Current tenant rent arrears 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

2.57% 2.85% 2.38% 

Sustaining Tenancies
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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
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Your Neighbourhood

Percentage of estate inspections completed to target 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

67% 100% 75% 

Estate Management

Number of breaches reported 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

136 Report 49  -
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Your Neighbourhood

% of landscape programme delivered in Telford

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 95% 100% ➔

% of landscape programme delivered in Birmingham

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

100% 95% 99% 

Grounds Maintenance 

Number of Health and Safety checks carried out with onsite teams 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

5 4 4 
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Your Neighbourhood

Number of community groups or organisations supported 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

293 Report 295  -

Number of BVT hosted community involvement, community events and activities 
taken place

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

118 Baseline 57  -

Number of partnerships maintained 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

659 Report 665  -

Number of external community involvement, community events and activities that 
BVT have attended

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

32 Baseline 25  -

Return on Social Value 

Q3 Performance 
2025 Target Q4 Performance 

2025 Trend Status 

£1,285,925 Baseline £1,745,845  -

Community Development



If you would like this document translated into a different 
language, please contact us.

Bengali

আপনি যনি এই িনিটি অিয ভাষায় অিুবাি করতে চাি েতব অিুগ্রহ কতর আমাতির সাতি 
যযাগাতযাগ করুি!

Chinese

如果你想把这份文件翻译成不同的语言，请联系我们

French

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

Panjabi

ਜੇਕਰ ਤੁਸ ੀਂ ਇਸ ਦਸਤਾਵੇਜ਼ ਨ ੂੰ  ਕਕਸੇ ਵੱਖਰ  ਭਾਸਾ ਕਵੱਚ ਅਨੁਵਾਦ ਕਰਨਾ ਚਾਹੁੂੰਦੇ ਹੋ, ਤਾੀਂ ਕਕਰਪਾ ਕਰਕੇ ਸਾਡੇ 
ਨਾਲ ਸੂੰਪਰਕ ਕਰੋ

Persian

بگیرید تماس ما با لطفا ،شود ترجمه دیگری زبان به سند این خواهید می اگر

Polish

Jeśli chciałbyś, aby ten dokument został przetłumaczony na inny język, prosimy o 
kontakt.

Pushto

ونیسئ اړیکه سره موږ وکړئ مهرباني ،وي شوی ژباړل ژبه بله په سند دا غواړئ تاسو که

Romanian 

Dacă doriți ca acest document să fie tradus într-o altă limbă, vă rugăm să ne 
contactați.

Russian

Если вы хотите перевести этот документ на другой язык, пожалуйста, 
свяжитесь с нами.

Somali

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

Swahili

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

Urdu

کریں رابطہ سے ہم کرم براه تو ،ہو ترجمہ میں زبان دوسری کسی کا دستاویز اس کہ ہیں چاہتے آپ اگر

28
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