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The challenging context brought about by the Covid 
pandemic continued into 2022/23. The war in Ukraine 
and the general economic situation created 
significant cost of living pressures for most of our 
residents. This has been an important focus in recent 
months and will continue into 2023/24, ensuring 
residents are signposted towards appropriate 
assistance as part of a Solihull-wide support package. 
Alongside this, like many areas, Solihull has 
experienced increased pressure on its housing stock, 

Welcome to Solihull Community Housing’s Delivery Plan for 2023-24. This sets out 
our priorities for the coming year in the context of our overarching strategic vision of 
‘creating better homes and thriving communities’. It also supports Solihull Council’s 
ambition to ensure everyone in Solihull ‘has an equal chance to be healthier, happier, 
safer and more prosperous’.

A standout, 
trailblazing 
organisation for 
engagement and 
a collaborative 
culture across 
all teams.

as a result of greater incidences of homelessness and 
the need to support those arriving into the borough 
from other parts of the world, in particular from Hong 
Kong, Afghanistan and Ukraine.

Improving building safety continues to be a key 
priority for SCH, including responding to the priorities 
set out in the new legislation approved in 2022, the 
Building Safety Act and Fire Safety Regulations. 
During 2022/23, SCH made significant progress 
installing sprinklers in our 37 high-rise blocks, which 

will significantly enhance fire safety in those homes 
and this will complete in 2023. The focus will shift to 
replacement of the spandrel panels in 16 of the high-
rise blocks to ensure compliance with the most 
recent, post-Grenfell safety regulations. We also 
continue to conduct hundreds of assessments every 
month, to ensure that gas and electrical installations 
are safe, as well as checks on asbestos, water supply, 
lifts and fire risks.

Tackling damp and mould where it affects our 
residents was an important focus in 2022 that will 
continue in 2023 and beyond. SCH has worked with 
the Council and other partners to ensure reports of 
damp and mould are captured however they are 
reported. The resources supporting this work have 
been strengthened so action can be taken swiftly.

Embedding a collaborative relationship with tenants 
and other customers continues to lie at the heart of 
SCH’s approach. One of the highlights of 2022 was 
the tenant conference, where SCH was the proud 
recipient of a Tpas landlord accreditation award, 
recognising the excellent work undertaken to shape 
services in response to the ‘voice of our  customers’. 
Tpas stated that SCH gained:

….an overall assessment score of 89%. This is  
an excellent achievement for the organisation.  
A standout, trailblazing organisation for engagement 
and a collaborative culture across all teams.

Making best use of investment into the housing stock 
is a core priority for SCH.  We have collaborated with 
the council to launch our 10 year Asset Management 
Strategy and associated Investment Plan.  In the year 
ahead, tackling poor thermal efficiency and 
increasing carbon reduction along with targeted 
investment in heating, windows and other 
programmed work will be priorities.  

1. Foreword
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Richard Hyde, Chair of the SCH Board Fiona Hughes, Chief Executive

Ensuring children have the best start in life remains a 
key priority for Solihull. SCH continues to strengthen 
its approach to safeguarding both children/young 
people and vulnerable adults. During 2022/23 we 
have worked towards forming a dedicated team to 
lead this work for the organisation, whilst embedding 
a culture of safeguarding being everybody’s 
responsibility through enhanced training 
arrangements. Work has started on achieving 
Domestic Abuse Housing Alliance (DAHA) 
accreditation, which will be completed in 2024.

The SCH Board wishes to thank all those who 
contributed to the development of this year’s Delivery 
Plan, in particular customers and the SCH staff team 
but also Council colleagues and wider partners. 
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2. Executive summary

Delivery Plan Themes 2023-24
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Who we are: cultivating a great place to work, where a collaborative team feels supported, valued, 
empowered and motivated, equipped with the tools to deliver excellent services

Engagement: listening to the diverse voice of our customers, so they can shape and improve services

How we work: delivering sustainable, value-for-money services, proactively adopting digital 
technology to enhance how customers interact with SCH, whilst using robust data to drive 
evidence–led service improvement

Investing in
existing and
new homes:

providing quality
homes by

developing
and acquiring

new properties,
and improving
existing stock

Keeping
customers

safe in their 
homes:

improving building
safety and

undertaking regular
compliance checks

Supporting
those in need:

a holistic
partnership-based

approach to
wellbeing,

combatting
financial,

mental health and
employment

challenges

Improving
neighbourhoods:

investing in our
communities,

enhancing places
where people live, 

and tackling
anti-social
behaviour,

domestic and
other forms of

abuse

Green homes and
sustainability:
reducing the

environmental
impact of housing
stock and SCH’s
operations, and
reducing energy

costs for residents

Next year, 2024, will mark the 20th anniversary 
of the formation of Solihull Community Housing 
as the arm’s length management organisation for 
Solihull Council’s housing stock. Over this period, 
the relationship between the Council and SCH has 
evolved and matured, with opportunities identified 
for SCH to deliver services beyond its core housing 
responsibilities where it is best placed to do so.  
This will be the last annual Delivery Plan – from 
2024, the Delivery Plan will cover a three-year 
period, to allow for longer term planning and 
prioritisation of resources.

During October’s tenant conference, 
delegates were able to play an early role 
in shaping the priorities of the plan, 
highlighting in particular:

• Growing SCH’s housing stock through acquisition 
and new build.

• Completion of key building safety programmes – 
sprinklers and spandrel panels.

• Supporting vulnerable customers.

• Investing in energy efficiency.

• Improved service delivery and security in 
communal areas and around garages.

These were drawn together with priorities identified 
through wider consultation with employees and 
partners, and this year’s Delivery Plan is framed 
around five key themes, underpinned by three 
enablers.

The themes focus on SCH’s core function of 
providing safe and affordable housing in pleasant 
communities, whilst supporting those in need and 
seeking to drive down environmental impact. 

The enablers focus on SCH the organisation and 
how it operates, further embedding the customer 
voice, driving improvement through use of 
technology, and developing employees’ ability to 
deliver effectively.

3. Solihull Community 
Housing fact file 

We manage 9,845 tenanted homes and 1,285 
leasehold properties, together with 4,652 garages, 
66 shared ownership properties and 163 temporary 
accommodation units for homeless households in 
need of urgent housing provision.

Over two thirds of the homes are located in the 
north of the borough, with particular concentration 
in deprived neighbourhoods. Roughly half of the 
stock is houses/bungalows, with the other half 
being flats and maisonettes.

There are over 3,000 households on the Council’s 
housing register.

We employ nearly 300 people (261 full-time 
equivalent).

In the calendar year 2022, we:
• Let 588 Council homes

• Took 30 days on average to relet a home

• Collected 97.1% of rents due

• Carried out 915 adaptations of properties to 
enable vulnerable people to live independently in 
their homes

• Responded to 103,257 telephone calls through 
our Contact Centre

• Carried out 15,344 emergency repairs
• Provided support and advice to 120 households 

when facing homelessness
• Carried out 8,935 gas services
• Provided money advice support to help tenants 

reduce arrears by £585,000 and access over £2m 
of unclaimed benefits

• 112 service improvements driven by 
tenant engagement

• Carried out 589 housing health and 
safety inspections

• Responded to 1,279 instances of damp  
and mould

• Completed energy performance certificates 
(EPCs) for 565 homes
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Company governance

SCH is an Arm’s Length Management Organisation (ALMO) established in 2004 to deliver housing services 
on behalf of Solihull Council, the company’s sole shareholder. The running of the company is overseen 
by the board of directors, comprising the chair plus three tenant members, three independent members 
and three members nominated by the Council. During 2022/23, the Board strengthened its governance 
arrangements by recruiting two experienced housing professionals as independent directors who chair 
the Audit and Risk, and Housing Operations Committees respectively. A further vacancy was also filled to 
ensure a full tenant complement.

During the year, the Board undertook a self-
assessment against the National Housing Federation’s 
Code of Governance. The Board has produced an 
action plan to address areas where the assessment 
identified scope for strengthened governance and 
these will be taken forward during 2023/24.

Safeguarding, exploitation and 
domestic abuse
The Executive Leadership Team (ELT), reporting to the 
SCH Board, takes responsibility for ensuring effective 
safeguarding arrangements are being implemented 
throughout the organisation. 

Safeguarding delivery in SCH is overseen by  
SEDA (Safeguarding, Exploitation and Domestic 
Abuse), an internal strategic group that has oversight 
and assurance responsibilities. It provides regular 
reporting to ELT on its work and safeguarding 
outcomes. An annual assurance report is also 
presented to the SCH Board

 Key activities undertaken during 
2022/23 included:

• Delivery of mandatory safeguarding training and 
enhanced training (e.g. on domestic abuse) to 
front line teams

• Dissemination of key messages and learning 
identified by the Solihull Children and Adults 
Partnerships from serious case reviews and audits 
to improve multi-agency practice

• Contributed to the review of multi-agency 
procedures around exploitation and the new 
thresholds guidance

• Showcased best practice, delivering webinars on 
the role of housing in tackling exploitation and 
enforcement against perpetrators of domestic abuse

 Key priorities for 2022/23 will focus 
on embedding safeguarding learning 
and development into SCH’s operating 
processes. Key activities will include:  

• Deliver the SEDA performance framework giving 
assurance across seven themes: governance, 
safeguarding policy and procedures, partnership 
working, staff development and training, reporting, 
communications and best practice

• Undertaking case audits and self-assessments to 
support learning within single and multi-agency 
processes

• Progress the SCH Domestic Abuse Housing 
Alliance (DAHA) accreditation supporting the 
effective response to domestic abuse

Information governance
SCH’s approach to information governance is 
underpinned by policy, guidance and training. 
This includes a full suite of policies based on the 
information security standard BS ISO/IEC 27002:2013.

During 2022/23, SCH undertook an exercise to 
refresh its mandatory training requirements to 
ensure all employees had completed modules on 
GDPR and protecting information. In addition, a new 
requirement to complete cyber security training was 
introduced, recognising the particular threat that has 
already afflicted some housing and local government 
organisations.

SCH is supported by the Council’s Information 
Governance team to ensure it meets all its obligations 
in relation to Freedom of Information and Subject 
Access Requests. There is a healthy culture of reporting 
any data breaches, and investigations identifying 
future process improvements are reviewed by both the 
Council and the relevant Executive Director.

Finance
The current economic backdrop is unprecedented and 
2023/24 is likely to be one of the most challenging 
years financially. In particular, this has affected SCH 
through increased energy costs and inflationary 
pressure on wages, materials and contract prices. 
SCH holds reserves to cover financial risks arising from 
fluctuating markets and these will be utilised to deliver 
a balanced outturn in 2022/23 too. 

SCH has plans in place to deliver a balanced medium-
term financial strategy, in the context of a housing 
revenue account balanced three-year budget agreed 
with the Council and the government introducing 
revised legislation to temporarily cap rents for 
2023/24. Savings plans for 2023/24 have been agreed 
by the SCH Board and work will continue through the 
year to ensure the plans for 2024/25 and onwards are 
achievable and robust.

Long term financial planning continues to be critical 
and underpins SCH’s approach. This will be vital, as 
the capping of housing rents by the Government, 
whilst an important move to protect the most 
vulnerable, will continue to put pressure on operating 
budgets. SCH continues to work closely with the 
Council to ensure financial sustainability.

Risk
During 2022/23, SCH has strengthened its risk 
management approach, building on the previous 
year’s work to review the corporate risk register. 
The Executive Leadership Team reviews both 
the corporate and directorate risk registers on a 
quarterly basis, which is underpinned by operational 
monitoring of service and project risks. The Board 
maintains strategic oversight through the Audit and 

Risk Committee on a quarterly basis and its own 
annual risk management report. A particular focus 
for the Board in the coming year is to evaluate SCH’s 
corporate risk appetite and to consider this in the 
context of the Council’s risk appetite in order to inform 
strategic priorities.

Health and safety
SCH reviewed its health and safety governance during 
2022/23 and the Board agreed to separate out the 
different responsibilities relating to occupational and 
building/resident health and safety. Two new health 
and safety groups, each chaired by an Executive 
Director, oversee the two areas, and each reports to 
a new Safety Leadership Group, chaired by the Chief 
Executive. In line with this, the health and safety 
policy has been refreshed, setting out the roles and 
responsibilities throughout the organisation, from 
members of the Board to individual employees.

The Board receives a quarterly health and safety 
report from the Council’s Health, Safety and Risk 
Manager, whose team provides professional support 
to SCH. At the start of 2023, the Board formed a 
Building Safety Assurance Group, with particular 
responsibility for ensuring compliance with the 
Building Safety Act. This is underpinned by an 
operational building safety delivery group and SCH 
contributes to the Council’s Building Safety Board.

4. Corporate assurance 

SCH Board

Housing 
Operations

Building 
Safety

Human Resources 
and Equalities

Audit and 
Risk

Solihull Metropolitan Borough Council Executive Leadership Team
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5. SCH support for the 
Solihull Council Plan 

6. Strategic vision, values 
and equalities 

SCH is a key partner of the Council, so it is appropriate that our priorities are aligned to 
the Solihull Council Plan. At the heart of the plan is the belief that health and well-being 
economic development and environmental sustainability must go hand in hand. This is 
reflected in the nine priorities at the heart of the plan (shown in the ‘wheel’ in the Plan 
on a Page below) which are intended to secure three outcomes.

SCH will support the delivery of the Council 
Plan, including specific contributions on:
• Tackling anti-social behaviour across tenures, 

preventing homelessness and engaging with 
residents contributes to improving life chances, 
health outcomes and promoting thriving and 
engaged communities

• Helping to improve the health and wellbeing of 
residents through improvements to homes and 
the environment, with a focus on reducing carbon 
emissions

• Improving neighbourhoods through partnership 
working in locality areas to support thriving 
communities

Creating better homes and 
thriving communities
The annual Delivery 
Plan sits in the context 
of SCH’s longer term 
strategic vision, which 
sets out five strategic 
aims for 2020-25, 
underpinned by five 
commitments:

• Participation in safeguarding arrangements and 
work to reduce exploitation and improve the 
response to domestic abuse

• Working with the Council to provide targeted 
support for young people to move into 
employment

• Supporting the Council to deliver its 
housing strategy

• Working with the Council to deliver the 
regeneration of Kingshurst Village Centre

• Helping the Council to deliver supported 
accommodation

• Working with the Council on its response to 
the government’s request for assistance with 
resettlement accommodation for Afghan and 
Ukraine nationals
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Values: 
•Honesty
•Excellence
•Achieving together
•Respect
•Transparency

SCH is not just concerned with what we do but 
how we do it. Alongside our core values, the 
following commitments will underpin all that we 
do:

Promote environmental sustainability
We fully support the Council’s climate change 
goals. Solihull Council has made a declaration of 
intent recognising the climate change emergency 
and is taking positive action through its Climate 
Change Prospectus, setting a target for the 
Council to become net zero carbon by 2030.  
Solihull Community Housing (SCH) is totally 
committed to environmental sustainability and we 
will develop and implement a complementary SCH 
strategy to ensure that we work with and support 
the Council effectively. 

Be inclusive
We will always be inclusive in our direct service 
delivery but also in our wider work to develop 
thriving communities.  We will always work in a 
way that ensures everyone feels valued, that their 
contribution matters and they are able to realise 
their full potential, no matter their background, 
identity or circumstances. We will meet our moral 
and legal responsibilities under the Equality Act 
2010.

Always listen to our customers
We will always listen to our customers - we 
recognise that high quality customer care 
and taking the opportunity to learn from our 
customers is key to delivering services which are 
both effective and efficient.

Embed an organisational culture to 
support our values
We will instil an organisational culture which ‘lives 
and breathes’ the SCH values and commitments.

Support our customers who need it
We know that some of our customers will need 
support and we will embed a clear approach to 
supporting vulnerable customers across all SCH 
services.  We understand and will always meet our 
safeguarding responsibilities.

These values and commitments will influence 
the way that SCH works with our customers, our 
partners and with each other, to progress the 
strategic aims and delivery milestones which will 
move us towards our vision.

SCH has adopted five strategic aims for the next 
five years.

Creating Homes
Creating homes for the future to meet the needs 
of our customers

More than Bricks and Mortar
A clear and accessible service offer to improve the 
lives of our customers

Strengthening Communities
Enable resilient and thriving communities

Excellent Customer Service
Deliver excellent customer service, consistently 
using community and customer driven insight

Passion in People
Creating a great place to work, where the whole 
team feels valued, empowered and motivated, 
with the tools needed to deliver excellent services

SCH has refreshed its strategic vision for 2020 to 2025: 

3. Our Strategic Vision Strategic Aims
Commitments
Values

Honesty
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Achieving 
TogetherRespect

Transparency
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Our five year vision is attached at the back of this one year Delivery Plan and is available here: 
Link

The five HEART values set the standard 
for how we work as an organisation and 
with our customers and partners.
• Honesty

• Excellence

• Achieving together

• Respect

• Transparency

Equality, diversity and inclusion (EDI)
SCH has an important role in tackling inequality. 
Actions relating to fairness and inclusion have a 
direct relationship with our strategic objectives 
and operational priorities, whether in relation to 
our homes, the services we provide, how we treat 
colleagues, customers and partners or the difference 
we make in our localities. Embedding equality and 
diversity helps us assess our performance.

(1) Nurture and strengthen EDI leadership

(2) Know our residents and communities better

(3) Ensure our employees are broadly 
representative of our locality and region

(4) Enable diverse voices to shape and improve 
services through their views and opinions
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7. Executive leadership 

SCH’s executive leadership team is responsible for the day-to-day management of the 
organisation and delivery against the priorities set out in the subsequent pages.

Overall strategic 
and operational 
management of SCH

Fiona Hughes
Chief Executive

8. Themes for 2023/24

Investing in new and existing properties 
SCH manages about 10,000 properties on behalf of Solihull Council but the aspiration 
is to grow this through acquisition and new build to help meet an ever-increasing need 
for housing. This was identified as a primary priority by tenants. At the same time, SCH 
will work to improve the quality of existing housing, meeting regulatory standards and 
ensuring tenants and customers can live in comfortable homes.

Priorities for 2023/24:

Implement 
new aids and 

adaptations policy 
to help residents 

live independently

Maximise building 
of new homes 

through the 
Council’s property 

assets

Complete 
structural surveys 
of high-rise blocks 

as a basis for 
investment 

planning

Increase stock 
acquisition to meet 
housing need and 

provide community 
benefits

Meet the 
Decent Homes 

standards set by 
the government

Combat 
damp and 

mould

Alison 
Clark-Williams
Head of 
Building Safety

Carol 
Trappett
Head of Housing

Safety compliance checks, meeting 
regulatory safety standards

Estate and neighbourhood services, 
housing options and homelessness, 
tenancy and income services, 
safeguarding and anti-social behaviour

Becci 
Youlden
Head of Customer 
Experience

Mike 
Brymer
Head of Asset 
 Management and 
Development

Customer engagement, customer 
services, communications,  
business intelligence

Day-to-day repairs and void properties, 
capital investment programme, home 
adaptations to enable independent 
living, supporting the Council to grow 
the available stock of affordable homes

Darren  
Baggs
Executive Director 
 - Operations

Samantha 
Gilbert
Chief Financial 
Officer

Martyn 
Sargeant
Executive Director 
– Business Support

Wellbeing and independent living 
services, governance and business 
support, customer experience, 
Council-provided support services

Strategic and operational 
management of all housing 
operational functions

Financial management  
and procurement

24647.01 SCH Delivery Plan A4 Brochure 2023 v7.indd   12-1324647.01 SCH Delivery Plan A4 Brochure 2023 v7.indd   12-13 01/03/2023   12:2701/03/2023   12:27



Supporting those in need 
Recent years and, in particular, the last 12 months, have been especially challenging 
for many of SCH’s customers. SCH recognises that its role is broader than simply as a 
provider of housing, and that it is well-placed to help local residents tackle health and 
wellbeing, financial, and employment issues. SCH works in partnership with Solihull 
Council and other stakeholders to provide joined-up support services that will alleviate 
some of the challenges and pressures faced by its residents.

Priorities for 2023/24:

Enhance options 
for independent 

living through 
technology, property 

adaptation and service 
development

Develop 
tenancy 

sustainment 
initiatives to 

minimise tenancy 
breakdowns

Launch a 
revised 

allocations 
policy to reflect 
current needs 
and priorities

Target 
vulnerable 

customers for 
support during 

the winter 
months
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Keeping customers safe in their homes 
The Building Safety Act 2022 clearly set out that the number one priority for housing 
providers should be the safety of their tenants and customers. Building safety is at the 
heart of everything SCH does as a housing organisation, both routinely ensuring that 
gas, electric and other installations meet compliance standards, but also investing in 
properties to improve safety, especially in protecting against fire risks.

Priorities for 2023/24:

Develop a 
building safety 
management 

strategy

Establish a 
building safety 
committee to 

provide assurance 
to the Board 

Engage 
customers to 
help develop 

building safety 
initiatives

Ensure regulatory 
safety compliance 
checks are in place 
for gas, electricity, 
water, asbestos, 

lifts and fire risk for 
every property

Work  
collaboratively to 

strengthen the 
employment and 

skills offer for 
residents, rolling 
out the ‘Resident 

Academy’
Strengthen money 

advice support, 
particularly focusing 

on those affected 
by fuel poverty and 

homelessness

Replacing 
spandrel panels 
to improve fire 

safety across 16 
high-rise blocks

Completing the 
installation of 

sprinklers across 
Solihull’s 37 

high-rise blocks

Review the 
pathways for 

customers 
at risk of 

homelessness

Work with 
stakeholders to 

deliver a package 
of cost of 

living support 
measures

24647.01 SCH Delivery Plan A4 Brochure 2023 v7.indd   14-1524647.01 SCH Delivery Plan A4 Brochure 2023 v7.indd   14-15 01/03/2023   12:2701/03/2023   12:27



Green homes and sustainability 
Solihull has an ambitious plan to achieve net zero by 2041 and the Council’s aim is to 
go further by achieving this in its own operations by 2030. Improving environmental 
sustainability in the housing stock is a key stepping stone to achieving net zero, so SCH 
has an important role to play in reducing the environmental impact of its homes and its 
business operations. In the current economic context, improving sustainability will also 
help residents to reduce their energy costs.

Priorities for 2023/24:

Improving neighbourhoods 
SCH’s role is not just to provide accessible, affordable housing solutions but to work 
collaboratively with local people and organisations to enhance their neighbourhoods. 
This priority is reflected in the new Tenant Satisfaction Measure, assessing whether 
a landlord makes a positive contribution to the local area. A core component of this 
is tackling anti-social behaviour, domestic abuse and other safeguarding challenges, 
ensuring residents feel and are safe.

Priorities for 2023/24:

Enhance amenity 
spaces and tackle 

neighbourhood 
challenges to 

encourage thriving 
communities

Strengthen the 
tackling of person 
and place-based 

anti-social 
behaviour

Work towards 
achievement of 

Domestic Abuse 
Housing Alliance 

accreditation  
by 2024

Ensure the SCH 
workforce is 

equipped to deal 
with safeguarding, 

domestic abuse and 
exploitation

Lead the 
redevelopment 
of Kingshurst, 
including new 

community 
facilities

Prepare future 
programmes of work to 
deliver environmental 
initiatives in readiness 

for future grant funding 
sources that are 

announced

Secure grant 
funding from the 

government to carry 
out energy efficiency 

improvements 
to residents’ 

properties

Complete external 
insulation works 

to property so they 
are more energy-

efficient

Reduce the 
amount of carbon 

SCH emits by 
delivering its 

services
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Ensuring effective 
safeguarding 

through monitoring, 
audits and reporting 

by the internal 
assurance group
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Enablers for 2023/24
SCH’s ability to deliver against the themes and priorities set out on the preceding 
pages is dependent on its ability to evolve as a strong, flexible and well-equipped 
organisation. The three enablers set out below identify key areas for development 
growth in the next year, focusing on our people, on customer engagement, and on  
core systems and business approach.

How we work:
How we work: delivering sustainable, value-for-money services, proactively adopting 
digital technology to enhance how customers interact with SCH, whilst using robust data 
to drive evidence–led service improvement.

Engagement:
Listening to the diverse voice of our customers, so they can shape and improve services.

Who we are:
Cultivating a great place to work, where a collaborative team feels supported, valued, 
empowered and motivated, equipped with the tools to deliver excellent services.

Embed the new 
customer engagement 

framework in service 
delivery and policy 

development, reflecting 
new regulatory 
requirements

Develop 
a holistic 
customer 

experience 
strategy

Implement 
digital telephony 
enhancements 

to improve 
the customer 

experience

Use management 
information to drive 
evidence-led service 

improvement

Identify and 
address causes of 
repeat customer 

contact

Review and 
strengthen 
the policy 
framework

Develop more 
apprenticeship 

opportunities for 
local people

Develop success 
plan for key 

roles affected 
by demographic 

challenges

Develop 
digital skills 
framework

Embed two 
directorate 
model of 
working

Improve 
data 

security

Support the 
SCHape Panel 
to review new 

customers’ 
experiences and 

other improvement 
areas

Develop a data 
strategy to ensure 

a robust and 
consistent approach 

to management 
and use of data

Identify and 
embed digital 
opportunities 

to improve 
customer service 

and streamline 
procedures

Strengthen 
complaint handling 

and improve the 
application of 
learning from 

feedback

Review internal 
communications 

to improve 
effectiveness of 

messaging

Refresh the 
SCH culture 

to better align 
with business 

priorities
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9. Key performance indicators

The SCH Board uses a range of key performance indicators, shared with the Council, 
to enable it to monitor performance. These are underpinned by a larger number of 
operational indicators, used by managers to understand and address performance issues, 
and drive service improvement. The Social Housing Regulation Bill sets out measures 
to enhance customer engagement principles, providing for stronger regulation and 
improved training requirements for housing staff. SCH is well-positioned to respond to 
those new national Tenant Satisfaction Measures (TSMs), which are already built-in to its 
performance monitoring arrangements. Formal reporting starts from April 2023 and the 
key performance indicators have been adapted to ensure regular monitoring by the Board.

Indicator Proposed  
23/24 target

Sector benchmark 
(if available)

22/23 target TSM

% collected of rent due exc. 
arrears b/fwd.

99.5% 99.5% 99.0% No

Current tenant arrears as  
% of rent debit

3.95% 2.82% 3.0% No

Average stay in TA (all) – days 80 n/a 112 No

Average stay in budget hotels 
– days (families with children)

15 n/a 15 No

% of homeless approaches 
where prevention/relief achieved

60% n/a 55.0% No

% of properties with valid  
gas certificate

100.0% 99.85% 100.0% Yes

% of properties with 
satisfactory EICR

100.0% 85.12% 100.0% No

% of non-domestic assets 
covered by valid FRA

100.0% 100.0% 100.0% Yes

% of known asbestos 
locations re-inspected 
(communal areas)

100.0% 100.0% 100.0% Yes

% of water installations 
covered by risk assessment

100.0% 100.0% 100.0% Yes

% of passenger/platform 
lifts with insurance LOLER 
inspections completed

100.0% 100.0% 100.0% Yes

% of high rise fire safety 
remedial actions completed 
to timescale

80% n/a n/a No

Overall satisfaction 
(transactional)

87% n/a 85.0% No

Indicator Proposed  
23/24 target

Sector benchmark 
(if available)

22/23 target TSM

Overall satisfaction  
(STAR perceptional)

80% 81.5% 78.0% Yes

Customer satisfaction 
(disabled facilities grants)

80% n/a n/a No

Complaints resolved within 
timescale

92% 66.8% 90.0% Yes

Contact centre average speed 
of answer

210 secs 258 secs 240 secs No

Rent loss due to voids 1.35% 1.80% 0.90% No

Satisfaction with repairs in 
last 12 months

80% 80% n/a Yes

Satisfaction with time taken to 
complete most recent repair

75% 75.8% n/a Yes

Satisfaction home is 
well-maintained

75% 72% n/a Yes

Homes not meeting Decent 
Homes standard

0% 2.4% n/a Yes

Repairs completed within 
target timescale

85% 85.2% n/a Yes

Satisfaction home is safe 80% 82.9% n/a Yes

Satisfaction landlord listens to 
tenant views and acts upon them

73% 64.2% n/a Yes

Satisfaction landlord keeps 
tenants informed about things 
that matter

80% 75% n/a Yes

Agreement landlord treats 
tenants fairly and with respect

85% 82.5% n/a Yes

Number of complaints 
received per 1,000 properties

2.5 2.8 n/a Yes

Satisfaction that landlord 
keeps communal areas clean 
& well-maintained

60% 68% n/a Yes

Satisfaction landlord makes 
positive contribution to the 
neighbourhood

75% 62.6% n/a Yes

Number of ASB cases per 
1,000 properties

3 4 n/a Yes

Satisfaction with ASB case 
handling

60% 60.4% n/a Yes

Satisfaction with complaint 
handling

60% 55.9% n/a Yes
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Get in Touch 
Join us on social media:

facebook.com/solihullcommunityhousing

@solihullhousing

solihullcommunityhousing

Solihull Community Housing

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House
Meriden Drive
Solihull B37 6BX

Phone:  0121 717 1515

Typetalk:  18001 0121 717 1515

Text:  07781 474 722

Website: www.solihullcommunityhousing.org.uk
   

   

   

   Resource Reg. No. 2110

Resource Reg. No. 2110
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