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Welcome to our 2020/2021
Tenants’ Annual Report

It is fair to say that 2020/21 has been one of the most challenging years in all our 
memories. For our tenants it meant that Black Country Housing Group (BCHG) was 
restricted for a period to providing emergency repairs only, we had to scale back investment 
in your homes, our Customer Relation Managers were required to work from home and our 
Retirement Living Managers had to provide support virtually. I am pleased to say that we 
continued to keep our tenants’ homes safe and in good condition, and your satisfaction with 
BCHG as your landlord remained high.  

We will continue to strive for better, and the way we achieve this is by listening to our 
customers telling us how we need to improve. In March 2021 we launched our new 
Customer Engagement Strategy, which is an important statement about how we want to 
work with you (as our tenant) and use your feedback to shape what we offer. Importantly 
we brought in “No Voice, No Approval”; no strategies, no policies, no changes in service 
quality will happen without BCHG asking you for your views and opinions. We also want to 
learn from where we have failed you – I hope that we do not but know that occasionally 
we can get things wrong. Within BCHG we want to learn from our mistakes, how we can do 
better, and not repeat what went wrong – and your voice will help us to do this.  

I would like to warmly welcome our new Resident Scrutiny Panel members 
and say a huge thank you to all tenants who have joined our other 

panels or have given us feedback over the year. I look forward to us 
working together to shape the future for all BCHG tenants over 

the year ahead. 

Customer Engagement Strategy 
Customer Voice
Social Housing White Paper

Repairs & Maintenance  
Retirement Living
New Homes
Community Support
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Message from Amanda Tomlinson, Chief Executive:
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Customer
Voice

A diverse set of views that 
collate into an overall customer 

led perspective of BCHG.

Customer 
Governance

The BCHG Board must ensure 
that the customer voice is heard 

on all decisions that directly 
impact on residents - ‘’No voice, 

no approval”. 

Customer
Scrutiny

BCHG Board being accountable 
for performance and allowing 

residents to challenge and 
influence to seek long-term 

improvement.

Customer
Feedback

Engagement is not just about 
listening; it is about making 

sure the customer knows they 
have been heard and their 

views considered.

Net Promoter
Score

Hearing the Customer Voice

In line with our strategic objectives, we are ensuring our relationships with customers are strong through being 
open and transparent in everything we do.

This year we created a new role of Head of Customer Voice so that we can work together with our residents to 
bring alive our vision of making their voice central to everything we do. 

Throughout the year we have gathered a wide range of residents’ views. We have ensured that they have been 
involved in the design of services, enabled our colleagues to respond to residents effectively, and ensured that our 
Board has assurance and oversight that residents are shaping our services. 

Resident involvement has grown through the year despite lockdown and other difficulties presented by the 
global pandemic. Our colleagues have helped and supported our involved residents through training, sharing 
information and encouraging participation to make their voices count. 

83.6%
of BCHG 

tenants think 
BCHG respects
their customers 88%

Customer Satisfaction 
with BCHG as a 

Landlord
BCHG Target: 90%

Average benchmark for this period 
is 80% - BCHG ranks 12

          against 43 comparators 

101.9%
Rent

Collected 93.3%
are satisfied with 

BCHG’s Repairs Service

Sector Average: 92.6% 

3.3%
Rent

Arrears

71%
are satisfied with how 
their complaint was 

handled

Sector Average: 64% 

In March 2021 we published our new Customer Engagement Strategy. 

The strategy sets out our plan to enable our customers’ voice to influence, impact and improve the way we do 
things and ensure that we build strong trust and transparency. It is driven by our values of integrity, positivity, 
respect and quality and links into our mission and strategic objectives. It is our belief that customer voice is part of 
what we do and is not done because the law and regulation required this. 

BCHG became an Early Adopter of the National Housing Federation ‘Together with Tenants’ plan and charter. This 
gave us an opportunity to review our relationship with our residents and learn how we can change the culture to 
make their voice central to decision making. 

Residents helped in the development of this strategy, which includes a new structure for involving them in the 
future. Together we agreed to, “no voice, no approval’’, which would be applied to customer facing policies. 

With the customer voice, we agreed 
the following objectives in our 
strategy: 

Customer Voice
Customer Engagement Strategy 
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During lockdown, engaging residents through face-to-face meetings stopped. We took the opportunity to try 
something different and supported residents to go online, some for the first time, using Zoom. Through this we 
managed to hold several meetings: 

Partnership 
Board consisting 
of residents and 

contractors met five 
times.  

Three virtual taster 
sessions held to 

recruit for the 
Resident Scrutiny 

Panel. Following this, 
nine tenants from 

different localities and 
backgrounds were 

recruited. 

Resident Scrutiny 
Panel met five times 

for training. The 
panel have now 
started their first 
Service Review.

 

Three Customer 
Focus Groups held.

r y

During the year 380 telephone surveys were completed through an 
independent company, IFF Research.  

Anti-Social
 Behaviour

Policy

Customer 
Engagement

Strategy

Grounds
Maintenance

Strategy

Equality, Diversity 
and Inclusion 

Strategy

Customer Voice and 
the panel has shaped 

and influenced a 
number of strategies, 
policies, and services. Social Housing White Paper

In November 2020, the Government published the 'charter for social housing residents: social housing white 
paper'. The white paper is a charter for everyone living in social housing, so it impacts our residents in a positive 
way. It sets out the actions the Government will take to ensure that social housing customers are safe, are listened 
to, live in good quality homes, and put things right when things go wrong.

There are seven themes and we have been working to make sure our services 
meet these: 

• To be safe in your home 
• To know how your landlord is performing 
• To have your complaints dealt with promptly and fairly 
• To be treated with respect, backed by a strong consumer regulator for tenants 
• To have your voice heard by your landlord 
• To have a good quality home and neighbourhood to live in 
• To be supported to take your first steps to ownership

Our Customer Focus Group, which was set up in 2020, helped shape BCHG’s 
response to the Social Housing White Paper:
 
• Helped formulate the objectives for the new Customer Engagement Strategy – defining customer voice and 

our feedback to customers were two of their key issues
• Discussed how customer contact can be improved and provided the early workings to develop the project 

objectives,  specifically on the handling of transactional and relational calls
• A revised approach in tackling Anti-Social Behaviour was agreed
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Homes and
Communities  

100%
Planned Works 
Completed to 
Programme

Repairs 
Completed on 

Time

Energy Efficiency 
for Homes Rating 

at C or above 

Number 
of People 

Supported 

Tenants using 
Customer Portal

89.2% 94.2%

1824 30%

Properties Gas 
Safe Certified

Investing in Homes and People
This year, in line with our strategic objectives, we have built new homes, supported our communities, and 
invested in current properties to keep tenants safe and secure.

We have also undertaken an assessment of our compliance with The Regulator of Social Housing Consumer 
Standards and can confirm that we comply in all respects.

Throughout the year and despite the coronavirus pandemic constraints, our Homeforce team have been hard at 
work providing essential services for our residents. 

There were nearly three times as many completed satisfaction surveys in 2020/21, with the vast majority of 
these received from customers using self-service portal feedback. The highest areas of satisfaction were for 
keeping repair appointments, leaving the home clean and tidy, and helpfulness of our colleagues. 

Residents also influenced the launch of the grounds maintenance service and were involved in contractor 
selection and monitoring.

We continue to improve the energy performance of our properties. This will help tenants save on bills and lessen 
the environmental impact of our homes. 

Where we have an energy survey on our properties, 73% of them already achieve an Energy Performance 
Certificate (EPC) rating of Band C or above. Our Environmental Management Strategy aims to get all properties 
to C or above by 2030. 

Repairs & Maintenance  

During the year, we installed an innovative Telecare system at 
three of our schemes - Elizabeth House, Braeburn House and The 

Mews; a total of 122 homes. The features include an intelligent 
fire safety system, free video calling, secure video door entry and 
an electronic notice board. This technology is designed to help 

reduce isolation, improve health & safety, and more importantly 
allow our residents to virtually connect with loved ones. 

This year we will continue to complete the upgrade at 
three more schemes and review our emergency call centre 

arrangements.

Retirement Living
73%
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New Homes

Community Support

BCHG is committed to developing affordable new homes in the Black 
Country. Despite the pandemic we acquired 17 new homes for rent 

and shared ownership in Wolverhampton and developed 24 new 
homes in Darlaston. 

We also started on site with 33 new homes in Netherton 
and 15 new homes in Cradley Heath. We have several 

other sites and will be looking to start in excess of 
70 other homes from April 2021. 

Our Social Business Team were busy supporting 
our residents and communities with their 

employment advice and training services and 
helping those in hardship. 

Support included employability, budgeting, IT 
skills, training volunteers, assisting third sector 

staff, and keeping a training and enterprise 
centre open for key workers, therapy groups and 

essential training activities. 

We secured funding from the National Lottery 
for our 'Care to Mentor' scheme. This project 
is set to benefit care leavers across the Black 
Country, helping them to explore training, 
education, or employment opportunities. 

Comments &
Complaints

r y

In July 2020, the Housing Ombudsman Service set out a new complaint handling code of practice. By 31 
December 2020 we had assessed and published our complaints handling procedure in line with the new code of 
practice.  

• In line with the new complaint handling code of practice, we changed our complaints procedure. 
• We now encourage feedback from our residents.  
• Issues such as service failures and contractor issues, which were previously noted down as a ‘comment’ 

have been logged as complaints. As a result, the number of complaints received this year increased to 34 
(previously 12). 

Following the feedback received through our complaints and our 
commitment to learning and growing, we are taking the following actions: 

Ensure our estate inspection 
is more thorough because 

your feedback told us 
that our approach was 

inconsistent   

Use more customer 
feedback when we 

carry out contractor 
performance reviews; 

in particular you told us 
about issues you had 
experience with some 

contractors  

Allow more time to consult 
on policies so that we can 
hear more voices and take 
more views into account 

Dedicate more time 
training residents on new 

technologies where they are 
installed in your homes  

Ensure clearer 
communication from us and 

those who do work for us 
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Equality, Diversity 
and Inclusion 
Strategy 
A diverse set of our residents were interviewed to help form the strategy. Our aim was to understand any issues 
they had regarding equality, diversity, and inclusion in how we deliver our services. 

It is positive to see that BCHG is viewed as a fair, non-discriminatory organisation. Whilst this is good, we do 
recognise that we have areas where we can improve. 

From the residents interviewed we learned: 

This is included 
in our plan of 
action that we 
aim to complete 
over the next 
three years.  

Environmental 
Strategy  

Carbon Reduction &
Clean Growth

Sustainable
Development &

Innovation

Organisational
Sustainability

Environment & the
Community

Bring the energy ratings 
of our homes to level 
C by 2030 and reduce 

Carbon Dioxide emissions 
by removing gas boilers 

starting in 2025.

Ensuring all new homes 
are energy rated A, 

exploring new communal 
heating systems and 

looking to purchase green 
fuels.

Reduce our need to travel 
around communities 
by delivering more 

local services. When we 
do travel, we do so by 

environmentally friendly 
methods. Ensuring that 

everything we purchase has 
a minimal negative impact 

on the environment.

Aiming to reduce fuel 
poverty and promote 

energy awareness with our 
colleagues and residents.

Our aim is to deliver sustainable, affordable, and efficient homes, understanding the impact that energy costs and 
environmental issues have on our customers. We have clearly set out our commitment to reducing utility costs by 
investing in its assets to bring all homes to a minimum standard of energy efficiency and performance. 

The strategy, which was influenced by customer feedback and our road map sets out our journey for achieving the 
Government’s energy efficiency and carbon reduction targets in the most efficient and cost-effective way, not only 
reducing the impact on the environment but making your homes and our business operations more sustainable. 

Our Objectives: 

You want us to be consistent 
in the way we manage 

our housing in different 
geographical areas with clear 

service standards  

More work is needed on 
integrating old and young 

residents on estates  

You want us to be clear on our 
position on home ownership 

options 

We need to recruit wider 
tenant representation within 

involvement activities   


