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BOURNVILLE VILLAGE TRUST
YOUR HOME SCRUTINY GROUP

Notes of the Your Home Scrutiny Group meeting
held at 350 Bournville Lane, Bournville, Birmingham, B30 1QY
on Thursday 27" November 2025, 2.00pm to 4.00pm

IN ATTENDANCE:
Group members: Paul Chilton (PC) (Chair), Anne Linley (AL), Anne Price

(AP), Bill Rice (BR), Dianne Aslett (DA), Keith McKenzie (KM), Natalie Fox-
Graham (NFg), Tim Brown (TB)

Officers:

Hannah Pryce (HP) Company Secretary

Gabriel Newmeir-Drury (GNd) Governance & Compliance Officer
Francis Bolton (FB) Insight & Projects Lead

David Wain (DW) Responsive Repairs Service Manager
Sandra Ward (SW) Head of Maintenance Client Services
Emma Evans (EE) Customer Support Officer

INTRODUCTIONS & APOLOGIES

Apologies from Group members: Karen Wade (KW), Katrina Higgins
(KH), Paul Billington (PB), Mary McRuane (MM)

Introductions

HP welcomed everyone to the meeting and all attendees introduced
themselves.

NOTES FROM THE LAST MEETING

PC presented the notes from the last meeting on 09" September 2025 and
asked if there were any areas that were not accurate. There were no
amendments requested.

The group agreed to alternate meeting times to accommodate tenant
responsibilities. Potential members can’t commit permanently but can join
for specific areas they’re experts in. In any case, an effort should be made
to ensure everyone’s invited. When Maryam (the new Community Voice
Officer) joins, she can reassess how best to help everyone.

The Group APPROVED the notes.
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024/25 ACTION TRACKER UPDATE
Hannah presented the action tracker.
e The first three actions will remain until Maryam arrives.
e The fourth action with MM’s socket repair is complete.

e The group findings report from action five is complete and will be
shared soon.

¢ Reasonable adjustment training from action seven will be followed up
at a later date.

e The final action concerning KW is complete as she has successfully
completed the survey.

025/25 PERFORMANCE REPORTS QUARTER 2

Tenant Satisfaction Measures (TSMs)

FB presented the report. The TSMs are limited by regulator questions, but
overall satisfaction is rising. NFg asked if the sample group has increased
or decreased year on year. FB confirmed that it's the same amount of people
every year, so a reasonably consistent number. NFg asked if these are the
same group of people answering and therefore skewing the results. FB
explained that new people have been responding to the survey, so there is
a variety of responses. People may not respond as they receive the same
survey every year, but BVT is not able to change the questions asked as
these are set by the Regulator of Social Housing. Bill asked if we know who
fills the surveys out. FB said anonymity is respected and BVT only contacts
customers about what they’'ve said if they have said that we can contact
them on the survey.

NFg asked what 21 percent of tenants represents in real terms. FB
explained surveys go to around 925 people each quarter. A 21% return rate
is around 194 completed surveys each quarter. So BVT receives around
800-1100 surveys per year.

FB said overall satisfaction has gone up 8 percent, which is significant. The
highest response rate was 29 percent. NFg proposed the panel should
examine ways to boost response rates, as she felt that the sample isn’t
significant enough. FB explained statistical tests can transpose data to a
larger set, and that year-on-year trends indicate improvement even if
everyone doesn’t respond. KM asked if calls are included in this data. FB
and HP confirmed all insights, including complaints and calls, are
considered and nothing contradicts the TSM survey results.

TB said he doesn’t complete surveys because he doesn’t think anything will
change meaningfully if he does. FB explained the newsletters show actions
taken as a result of customer feedback and invited suggestions for
improvements on how better to share this with customers to give them the
confidence that completing surveys does matter.
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TB asked who compiles the figures. FB said he produces the reports. FB
explained performance is tracked and compared to other organisations like
BVT. The repairs comprehensive review and customer feedback, BVT
introduced a new seven-day timescale for non-emergency repairs.
Previously, hot water repairs took 21 days in summer; now boiler repairs are
completed in seven days. Some scrutiny group members were involved in
this review, which responded to negative feedback and implemented
changes in 2024. These changes have been rolled out this year, and this
group contributed to the new policy.

AP asked how staff are protected from unfair comments, noting some
expectations are unrealistic. FB said staff aren’t usually named in surveys,
though occasional complaints against named staff occur and are
investigated. HP emphasised that BVT’s values include fairness and quality,
so staff are open to feedback on how to make improvements. EE assured
the group that tenant requests are listened to.

BR raised concerns about poor communication, particularly contractors
failing to update tenants, which has been an issue for years. Better
communication with customers could improve figures. HP advised that
contractor management is a key focus for BVT following feedback from
customers.

FB shared that BVT benchmarks well against small housing associations
and is performing better than last year in all areas, including ASB (Anti-
Social Behaviour).

NFg asked if window replacements are mandatory and whether BVT are
simply doing the program to meet compliance requirements. HP explained
that windows and door replacements were identified as a priority for
customers, so this has been the focus for BVT as well as complying with the
Decent Homes Standard.

Repairs complaints were separated by types. Major works and exterior
redecorations had issues but have improved since the start of the year. TB
mentioned his outhouse door expanded in winter and needs fixing, though
he hasn’t reported it. HP encouraged all tenants to report repairs and issues
as soon as possible to enable to BVT to fix issues.

FB said some replacements may take place sooner if needed. NFg noted
the reporting a repair scrutiny panel review and that BVT will attempt repairs
first, then replace kitchen units if necessary, not entire kitchens, focusing on
granular fixes. HP advised that full kitchens are replaced on the programme
with repairs completed in between, or full replacements sooner if needed as
some kitchens wear out faster due to household use. A kitchen in a home
with three children will likely wear faster than a single person.

The group NOTED the Tenant Satisfaction Measures, Customer Insight &
Complaints Learning Report Quarter 3
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027/25

028/25

REPAIRS IMPROVEMENT PLAN PROGRESS UPDATE

SW presented the report. She discussed batching jobs with customer
service and planning.

NFg compared diagnostic questioning for repairs to NHS 111. HP will reach
out to residents for examples of mobile issues.

BR noted older phones can’t handle upgrades. PC stressed the importance
of backward compatibility. NFg praised the text system for booking and
contractor updates, saying it works well.

NFg said she plans to test how often she’ll be contacted with a reminder to
complete surveys if she doesn’t respond.

KM asked who decides website usability, HP said an external company
conducts accessibility audits. KM suggested involving customers. Hannah
agreed to explore this with the Head of Communications.

The group NOTED the Responsive Repairs Comprehensive Service Review
November 2025.

FIRST DRAFT SCRUTINY REPORT — REPORTING A REPAIR
The group prefers the new report format and like the balance of content.

The group APPROVED the report and the recommendations. They have
NOTED and RECEIVED the management responses to their
recommendations.

SCRUTINY REVIEW SCOPING — TENANT CHOICES FOR KITCHEN
AND BATHROOM REPLACEMENTS

DA shared that she had her kitchen completed by Chris Wilkins (Kitchen
Fitter, Maintenance Services) and said it was excellent. A question was
raised about tile choice; EE said that the default tiles are more future-proof
and make the repair process and longevity better. DW said the more
specific, the harder to fix. NFg noted about three years ago, there was a
review as a panel, and it was decided to keep it basic for those reasons.

DW shared that tenants can get new appliances at a discount if getting a
new kitchen. Sometimes the schedule will change according to priority. NFg
suggested sending a text a week after completion. DW said BVT already
does that. KM noted better standards with doors and windows. Ten percent
of properties will get a post-completion visit. Every single job will have a
survey sent out. NFg was worried that feedback has to be tenant-initiated,
and both her and TB want more regular post-job inspections. For example,
NFg’'s shower started leaking a week after works, and she suggested an
earlier visit to detect this would help save money long term.

BR asked if the option for tenants to pay for upgrades has been withdrawn.
NFg said there should be one standard for fairness. BR paid for his kitchen,
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029/25

so he is responsible for its life until the upgrade. AL asked if that means she
must wait 30 years from moving in because she had a part kitchen upon
move-in. The standard is 25 years for kitchens and 30 for bathrooms.

The group agreed to restart the review at the next meeting and build in more
time to receive the full presentation from officers and discuss improvements.

The committee NOTED the Capital Works Scrutiny Review as the topic of
scrutiny for the next group meeting.

FEEDBACK FROM TPAS SCRUTINY CONFERENCE

Recently, NFg, KM, and Jack Davies (Community Development &
Involvement Officer) went to the TPAS conference. NFg reported that her
and KM were the only people in the building who weren’t rewarded for being
residents who are a part of a scrutiny group. Reportedly, some people were
paid £400, others £200 for new reviews. NFg proposed that members
receive a reward of some kind for taking time out of their days to participate.

HP responded that there are varied approached across the sector and not
all pay scrutiny panel members. As this is the new scrutiny group, and as
the new Community Voice Officer Maryam is joining soon who will lead on
looking at this, BVT won’t implement something immediately without a
comprehensive assessment of what the options are including the pros and
cons of each approach. NFg disagreed and claimed that it amounted to
unfair treatment. HP shared that incentives is on the tracker and will be one
of Maryam’s priorities when she joins BVT. NFg pointed out that payment is
something BVT can do as group members had been given £25 vouchers for
taking part in the recruitment process for Maryam’s role. HP explained that
BVT must take a lot of things into account as funds are coming out of
tenants’ rent money so we need to make sure the right incentives are
offered. NFg said there is a pot to use that hasn’t been used while there was
no scrutiny in place. AL said not everyone wants to be rewarded and
suggested the group vote on it, but the chair said it shouldn’t be a public
decision. HP advised that the panel will all be involved in the decision
making on incentives, but we need clear options before a vote can take
place.

KM said the area he found fascinating at the event was about the
Regulator’s standards. Principles, processes, and people are important. KM
thinks pop-up participation events would be productive. NFg said everyone
should go to TPAS days if they get the opportunity. It clarifies a lot of things
and it’'s good to see other housing groups to compare how BVT operate.

Universal standards were mentioned, with examples of practices: one
association investigated how many properties were given to immigrants, in
an attempt to dispel anti-migrant sentiment, and was transparent about their
process. The overall winner was Anchor Housing, which had a good ASB

policy.
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KM will send his report to HP to include in the next meeting report. KM is
having a meeting with someone from TPAS and will provide an update in
2026.

FUTURE AGENDA PLANNING

As the meeting ran over, it was suggested that instead of bringing FB into
the next meeting, the group should prioritise a more focused scrutiny review
and change the satisfaction and customer insight items into a clear
summary. The group was happy with this approach.

ANY OTHER BUSINESS

None from group.

DATE OF NEXT MEETING

Thursday 26" February — 2:00 pm to 4:00 pm at 350 Bournville Lane,
Birmingham B30 1QY or MS Teams for those unable to attend in person.
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