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Tamworth Borough Council

Welcome to the 2016-2017 Annual Report for Tenants
and Leaseholders, which sets out how we are
performing and what we have achieved during the
2016/2017 financial year.
In addition to reviewing our performance we will also take the
opportunity to share with you some good news stories and
information relating to service improvements introduced over the
same period. Throughout the report you’ll see how we continue to
challenge ourselves to achieve value for money in the services we
provide.
Tenants’ contribution to Tamworth’s work is invaluable in enabling
us to improve services and deliver value for money. Our thanks go
to all tenant members who have been involved in the development
of this report and members of Tenants Voice who commented on
the draft to ensure that the report is clear and meaningful.
We continue to send out the Annual Report by email. However, the
report is still available to download via the website and is available
in print for those who would prefer this. As ever, we welcome any
feedback you have on the report and its contents, so please do get
in touch if you would like to.
If you would like a printed copy of this report please contact the
Tenant Regulatory & Involvement Team on 01827 709709 or email
tenantparticipation@tamworth.gov.uk
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WHO WE ARE

Borough Road
Coton Green

Gillway
Leyfields
Amington

The Leys
Town
Centre Bolehall

Kettlebrook

Glascote
Belgrave

Fazeley

Stonydelph
Two
Gates
Wilnecote
Hockley

Dosthill

Area
Amington
Belgrave
Bolehall
Borough Road
Coton Green
Dosthill
Fazeley
Gillway
Glascote
Hockley
Kettlebrook
Leyfields
Stonydelph
The Leys
Town Centre
Two Gates
Wilnecote

Total number of
properties: 4,356

Total: 4,356

Number of tenancies as at 31 March 2017

2

1,324 2,434

FLAT/
BEDSIT MAISONETTE
1 bed = 660
2 bed = 565
3 bed = 99

Total
410
302
354
41
61
72
117
226
580
143
204
455
721
53
408
14
195

HOUSE

231

365

BUNGALOW SHELTERED

2 bed = 473
3 bed = 1813
4 bed+ = 148

1 bed = 204
2 bed = 27

1 bed = 324
2 bed = 38
3 bed = 3
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A YEAR IN PICTURES 2016/2017
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TENANT INVOLVEMENT
AND EMPOWERMENT
This section looks at how we communicate and involve our tenants and how well we
know and respond to their needs.
If you ﬁnd yourself interested and would like to get involved or simply require further information please
contact the Tenant Regulatory & Involvement Team on 01827 709709 or email
tenantparticipation@tamworth.gov.uk

THERE ARE
VARIOUS WAYS
FOR TENANTS
TO GET
INVOLVED

73

TENANT-LED

COMMUNAL
CLEANING
AUDITS CARRIED OUT
ACROSS THE BOROUGH

MORE THAN

ANALYSED
MORE THAN

RECRUITED

100 1,500 3
INVOLVEMENT

ACTIVITIES

HAVE BEEN ARRANGED, RANGING FROM
POSTAL SURVEYS,
ESTATE-BASED ACTIVITIES &
CONSULTATION EVENTS

617

TENANTS REGISTERED
ON THE

DATABASE OF

SURVEYS
FROM

NEW TENANT
INSPECTORS

CUSTOMERS

MAKING A TOTAL OF 17

ENGAGEMENT
ANNUAL

PROGRAMME OF

ESTATE
INSPECTIONS
COMPLETED

ACTIVITIES
PLANT
A POT
EVENTS
AT CHEATLE COURT &
GLENFIELD LOWER PARK
SHELTERED SCHEMES

INVOLVEMENT

Understanding and responding to the diverse needs of tenants
As well as picking up on the general condition of our stock, tenancy visits also help us to check that our
tenants are getting the help and support that they may need. Our Tenancy Sustainment Ofﬁcers aren’t
specialists but they receive training and regular updates on issues such as mental health, welfare reform
domestic abuse etc. The team also work in partnership with other service providers such as adult social
care and health services. Alongside this our Tenancy Sustainment Team and Supported Housing Team will
provide support to people who may be struggling with their tenancy in order to help them keep their home
and maintain their tenancy.

8Looking forward - 2017/2018
• Continue with the annual programme of estate
inspections to assess the standards of service
• Continue to engage with the Tenant
Consultative group on the annual programme
of environmental works
• Encourage tenant involvement in the review of
all landlord service publications
• Work closely with tenant inspectors to carry out
a scheduled programme of communal cleaning
audits against the Service Charge Offer
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• Continue with the annual ‘Plant a Pot’
programme aimed to enable elderly residents to
actively take part in a fun and inclusive
gardening event
• Continue to support and assist in planned
engagement days to target and resolve estate
based issues

Customer feedback
Complaints, Compliments and Service
Requests
We welcome all feedback as it helps us improve
services. We aim to resolve all complaints as
effectively and as efﬁciently as possible. Any
complaint – no matter how minor – is recorded.
A total of 492 complaints, compliments and
service requests were received within Landlord
Services during the year. Of the total received, 44%
were classiﬁed as complaints, 45% service
requests and 11% compliments.

2014
/15

2015
/16

2016
/17

Complaints

213

224

216

Compliments

68

51

53

Service requests

171

137

223

TOTAL

452

412

492

It should be noted that whilst there has been a
decrease in complaints for the period 2016-2017,
the number of service requests have increased
signiﬁcantly.

Across the total number
of 216 complaints:
•
•
•

48% relate to Mears (inclusive of Mears Gas)
18% relate to Housing Solutions
16% relate to Tenancy/Anti - social behaviour
(ASB) issues

•
•

8% relate to TBC Repairs
5% relate to Property Services

Across the total number of 53 compliments:
•
•
•

21% relate to Housing Solutions
21% to Tenant Involvement
13% to Tenancy/ASB issues

In summary, only 216 complaints were received
within Landlord Service during 2016/2017. This is a
signiﬁcantly small proportion in relation to 4952
household and garage tenancies.

Learning from your complaints
• Out of hours (repairs) staff not always checking to
see if a tenant is vulnerable/golden ticket. Training
has been provided so the correct questions are
asked
• Repairs contractor cancelling jobs at the last minute.
The contact centre staff at Mears received additional
training to improve communication
• Damp and mould. It should be noted that in the
majority of cases the issue around damp/mould
that are investigated are concluded to be the result
of household lifestyle. The complaints review panel
requested that a leaﬂet around damp and mould
be issued and discussed on new tenancy visits

2014
/15

2015
/16

2016
/17

Number of stage 1
complaints

189

204

195

Number of stage 2
complaints

18

17

16

Number of stage 3
complaints

6

3

5

Number of
complaints upheld

16

8

30

Number of
compliments

68

51

53

u

Have Your Say

Tamworth Borough Council wants
to ensure that the services we provide meet
both our published standards and the needs
of our customers. All customer feedback is
important to us and can be a complaint,
suggestion, comment or compliment.
All feedback, including complaints, is taken
seriously and we use this to learn lessons as
to how things may have been done differently
and to improve future services.
Where possible, we will publish information on
how we have made improvements resulting
from your feedback.

Landlord Services - ANNUAL REPORT 2016-2017
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HOME
This section looks at how we provide homes that are safe, of good quality
and well maintained.

Responsive Repairs
2015/16

2016/17

The number of repairs completed on the first visit

88%

88.75%

Customer satisfaction for responsive repairs

97%

83%

Percentage of repairs completed on time

98%

88.75%

Percentage of appointments made and kept

94%

95%

Percentage of complaints relating to the
repairs service

59%

46%

Percentage of complaints relating to the gas service

5%

2%

14.71

DAYS 3,525 324

AVERAGE NUMBER
OF CALENDAR DAYS
TO COMPLETE REPAIR

GAS REPAIRS

GLAZING REPAIRS

36

3,172

PAINTING JOBS PLUMBING JOBS

£

520 1,238
2,739 ROOFING
JOBS

ELECTRICAL JOBS

8
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BRICKLAYING &
PLASTERING JOBS

TOTAL COST

£2,956.82
AVERAGE SPEND ON
AN EMPTY PROPERTY

TO CARRY OUT

REPAIRS

£2,415,002.21

Gas servicing
We upgraded 215 boilers with ‘A’ rated appliances and also installed a new
boiler at the Oakendale sheltered scheme.
Thank you for letting us do our job. We managed to get into nearly all our properties in 2016/17 to
complete a gas safety check.

91%

TENANT SATISFACTION WITH
GAS SERVICING ARRANGEMENTS

90%

TENANT SATISFACTION WITH
GAS SERVICING ARRANGEMENTS

Did you know?
Access rates are far higher on ﬁrst visits
for gas services than they have been
historically. There has been a year on
year improvement. This has resulted in
less legal action taken out on properties
for non-compliance.

2015/2016

2016/2017

8Looking forward - 2017/2018
The council is committed to reducing fuel
poverty by improving the thermal efﬁciency of
its lowest rated homes and improving the
energy efﬁciency of homes through the
installation of modern boilers. This programme
will continue until all of our properties have
energy efﬁcient boilers ﬁtted.

Planned maintenance
In 2016/17 we spent approximately £2,524,000
on planned home improvements.

Improvement
Programme

How
many

Total
spend

Kitchens

295

£772,000

Bathrooms

246

£927,000

Roofing (High Rise)

16

£156,000

Windows and Doors

340

£229,000

Disabled Facilities
Adaptions (DFA)

127

£440,000

All of the Disabled Facilities Adaptions (DFAs) (127)
have been issued and there was no waiting list at
the end of the ﬁnancial year.

We will undertake a review of options for
delivery of asbestos surveys, ﬁre risk and
legionella risk assessments. We will also
review options for ﬁre risk assessments
carried out on our properties so as to ensure
the ongoing and continued safety of tenants
in their home.

Did you know?
We currently have 1712 properties that are
non-decent standard. Most of the
outstanding failures are down to thermal
comfort. This is something that we need to
pick up in the next round of stock condition
survey and capital programme planning.

Landlord Services - ANNUAL REPORT 2016-2017
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SHELTERED HOUSING
Sheltered housing provides enormous benefits for older people; independent, selfcontained housing for older people, with Scheme Manager, lifeline community
alarms to provide 24-hour support and door entry security.
Extensive health & safety checks carried out at the schemes protect the health and wellbeing of our older
tenants living at the scheme i.e. ﬁre checks, smoke alarm checks, pull cord checks.

•
•
•
•
•
•

100% (33) visits completed for sheltered schemes within 24 hours of moving in
100% of monitoring sheets completed in relation to Legionella
100% of scheme resident meetings held bi-monthly
On average 98% (13,154) calls of which 12853 were answered in 60 seconds or less
100% (156) needs and risk assessments carried out at all sheltered schemes prior to moving in
Annual fire safety inspection completed

• Extra care at Thomas Hardy decommissioned and returned or sheltered housing
• Upgraded heating system at Thomas Hardy Court, Oakendale and Glenﬁeld

Delivered a range of activities at the sheltered schemes including:
Did you know?

CRAFT
AFTERNOONS

FILM

SLIMMERS
CLUB

AFTERNOON

HAIRDRESSERS

KNITTING
CLUB

KEEP FIT

QUIZ NIGHT

SESSIONS

10

&

NHS OPTICIANS

Tamworth Borough Council

BREAKFAST
CLUB

COFFEE
MORNING

DEMENTIA
FRIENDS

SHELTERED HOUSING
Supported Housing
•
•
•
•

100% (12) of lettings turned around within 10 days from tenancy end date
100% of applicants involved in a needs and risk assessment prior to moving in
100% of support plans agreed within 4 weeks
100% of successful move-ons

Supported Housing events held during the year
• Cooking courses

• Citizens Advice Bureau
• Fire and Safety

• Benefit Reform updates
• Debt advice

• Tamworth College to advise what courses are available and facilities available such
as the creche

8Looking forward - 2017/2018
• Full Fire Inspection for all sheltered & supported schemes
• Energy efﬁcient lighting at Ankermoor
• Tamworth in Bloom gardening competition
• Thomas Hardy Court full refurbishment
• Environmental garden project at Chestnut Court providing drying and garden area
• Letting of 19 new build properties throughout Tamworth Borough Council
• Cabinet Report – Temporary Accommodation Pilot - Using Council properties as temporary
accommodation for the Homeless
• New 2 Year Tunstall Maintenance Equipment Contract procured and in place

Landlord Services - ANNUAL REPORT 2016-2017
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RENT
Following on from Landlord Services Income Team successfully attaining the
Housing Quality Network’s accreditation for income management a first year
assessment was carried out and highlighted the good work we have achieved to
prevent evictions and to increase rent collection
The Team are now working on the 2nd year service improvement plan to ensure services are continually
improved to sustain tenancies.
Paperless direct debits have been introduced to make it easier for tenants to set up and not have to keep
remembering to pay their rent
We are working towards implementing the ‘rental exchange’ scheme for those tenants wanting to be
included. This means that tenants will be able to build a positive credit history and so have access to
better credit facilities
Currently, there is a rent account balance facility which is accessed frequently by tenants. During 2016/17
there were approximately 33,107 viewings compared to 12,154 viewings in 2015/2016. In addition there is
also an online budget planner which can be found at www.tamworth.gov.uk/planning-and-budgetingyour-new-home.

Average rent (excluding service charges)

£75.07

£84.90

£85.10

£93.40

1 BEDROOM
FLAT/MAISONETTE

2 BEDROOM
FLAT/MAISONETTE

1 BEDROOM
BUNGALOW

2 BEDROOM
BUNGALOW

£87.41

£95.87

£106.64

2 BEDROOM
HOUSE

3 BEDROOM
HOUSE

4 BEDROOM
HOUSE

The rent collected as a % of annual debit
Rent loss due to empty properties
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2015/2016

2016/2017

100.50%

103%

TOP QUARTILE

0.34%

0.54%

TOP QUARTILE

Number of homes
sold through the
right to buy scheme
in 2016/17 was 20
compared to 26 in
2015/2016

DID YOU
KNOW?

We work with the Department of work and
pensions (DWP) on resolving issues concerning
Universal Credit claims
We continue to promote the rent incentive
scheme on the website and in seasonal cards.
We interview the winner and publicise this in
Open House

Attempted contact

Total

Successful

Unsuccessful

Telephone calls

20,535

18,050

2,485

Visits

3,753

1,243

2,510

365

288

77

24,653

19,581

5,072

Interviews
Total

Rent arrears are the lowest they have been for the last 5 years.

2016/17 was 10 compared to 18 in 2015/2016.
Eviction is always the last resort.

The number of evictions carried out for

Notices of seeking possession issued for rent arrears in

2016/2017 was 626

compared to 659 in 2015/16.
Our quarterly rent incentive draw continues with a prize of £250 to encourage tenants to keep a clear
rent account.
The rent campaigns continue to encourage customers to pay their rent via direct debit.
This preferred method of payment is used by

33%
32%
36%

36% of households.

(1067) households in 2014/2015 paying by direct debit
(1059) households in 2015/2016 paying by direct debit
(1091) households in 2016/2017 paying by direct debi

8Looking forward - 2017/2018
• The rental exchange scheme will go live in the summer 2018
• Continue with year 2 of our service plan to sustain tenancies and reduce evictions
• Continue to promote direct debit as the favoured payment option as it is the least expensive
method to the Council
• Bi-monthly meetings will continue with the DWP so as to ensure queries around Universal credit can
be dealt with quickly
• Continue to promote the rent incentive scheme
Landlord Services - ANNUAL REPORT 2016-2017
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NEIGHBOURHOOD AND COMMUNITY
In this section we talk about how we work with tenants and our partners to keep
neighbourhoods and communal areas greener, cleaner and safer, preventing and
tackling incidents of anti-social behaviour and supporting tenants who experience
this where they live.

Regeneration
Tinkers Green
The decant programme at Tinkers Green was successfully completed on time and the demolition has now
taken place. Caretakers are still monitoring the areas up until the developer starts to build so as to ensure
the site is kept free from ﬂy tipping and ASB.
Garage sites
The garages forward plan for 2016/17 saw the development of further sites. There will be further works to
garages under properties and during the year we will spend around 150k on replacing garage doors under
council owned properties in the Glascote Heath area. The inside roof areas will also be clad with thermal
insulation to further improve the ’u’ value of the properties. Other garage sites that the council own and
are not included in any development will be subject to a further options report later in the year to allow us
to consider future development.

8Looking forward - 2017/2018
• The decant programme at the Kerria is now complete. The caretakers are busy assisting on site
with the utility disconnections and are regularly inspecting the area to ensure properties remain
intact and there are no issues of ﬂy tipping or ASB.

Environmental & external improvements £150,000
Every year we spend around £150,000 on improving the appearance of our communal areas and the
quality of life for tenants living nearby. Tenants help to prioritise what this money is spent on. During 20162017, 4 environmental projects have been completed as well as improvements to a number of garages
under properties in the Belgrave area. These projects have included:

• 7 garages sites receiving replacement garage doors and for those garages sited underneath ﬂats,
insulation has been included to ensure ﬂats are far more energy efﬁcient for occupants
• Drying areas have been refurbished with added security fencing and sheds where necessary
• Complete refurbisment of drying areas and new sheds at Arden Close
• Reinstate areas and paths at Fairview Close allowing improved access.

14
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Photos from the Environmental programme
Did you know?
Tenant inspectors have been actively
involved in reviewing service standards and
have carried out 73 tenant led communal
cleaning activities.
General needs properties - 248 (75%) of
tenants in receipt of communal cleaning
have rated their overall satisfaction as either
fairly satisﬁed or very satisﬁed.

b e f o re
Ea li ngh am -

Ea li ngh am -

af te r

Arde n C lo s e

3

- b e f o re

Arde n C lo s e

- af te r

Throughout the year, the Council’s Caretaking Team has dealt with:

8

13

CASES
CASES
NON-OFFENSIVE OFFENSIVE

GRAFFITI REMOVAL

1045
BULKY ITEM
JOBS

ALLEYWAY CLEARANCES

53

12
ADDITIONAL CLEANING 156
IVY REMOVAL JOBS

156 tonnes of rubbish has successfully been cleared from the estates by the team
8Looking forward - 2017/2018
• Continue to recruit tenant inspectors to audit the delivery of estate caretaking and cleaning services
• Continue to improve the communal areas through the environmental programme

Landlord Services - ANNUAL REPORT 2016-2017
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ANTI-SOCIAL BEHAVIOUR (ASB)
We continue to benchmark key performance with other housing providers using
HouseMark.

2014/15

2015/16

2016/17

Number of complaints received

296

309

247

Percentage of customers satisfied they were kept
informed throughout their ASB case

79%

68%

75%

Percentage of customers satisfied with the support
given to them during their ASB case

74%

65%

88%

Percentage of customers satisfied with the outcome of
their ASB complaint

67%

58%

88%

Successfully closed ASB cases

99%

98%

99%

Percentage of customers who have already made a
complaint of ASB, who would be willing to report ASB in
the future

85%

82%

100%

NUMBER OF ASB CASES:

247

NUMBER OF CIVIL INJUNCTIONS:

5

NUMBER OF NOTICE
SEEKING POSSESSION/DEMOTION:

8

247 incidents were recorded during the
year compared to 309 incidents in 2015/16:
Nature of incident

2015/2016

2016/2017

Noise

105

95

Pets/animals

25

32

Harassment/threats

55

12

Garden nuisance

44

35

Other

80

72

Total

309

246
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Intervention
Intervention remains a key factor in how the Council deals with ASB cases. The team intervene as early as
possible where evidence is provided. This often prevents enforcement action from being taken. In 2016/17
the following early intervention was carried out with 247 cases
•
•
•

69 visits to carry out interviews
24 cases had noise monitoring equipment installed
9 referrals were made to the Police
8Looking forward - 2017/2018
• Offer training to residents on basic housing
law around anti-social behaviour
• Continue joint working with the Community
safety partnership to tackle and reduce
anti-social behaviour
• Consider adopting an anti-social behaviour
communications plan
• Explore the potential to extend reporting
facilities to text messaging and other forms
of digital and social media
• For more information about ASB see weblink
http://www.tamworth.gov.uk/asb-zone

Did you know?
• The team participated in the Community
Safety Partnership events including
Spooks and Sparklers, Cuppa with the
Commander and Community
Engagement days
• Achieved a continued reduction in ASB
cases open over 60 days
• Held 3 Anti-Social Behaviour Service
Improvement groups for residents to
scrutinise the service including guest
speakers on specialist areas
• Introduced a Witness Support Charter for
victims of anti-social behaviour
• Obtained our ﬁrst prosecution using
Community Protection powers
• Introduced online incident diary sheets to
replace paper diaries allowing a reporting
mechanism out of hours
• Provided residents with training on
interviewing and questioning skills, the
group then went on to interview staff,
completing a reality checking exercise
• Continued with the use of enforcement
power designed to sustain tenancies
– no evictions this year

Landlord Services - ANNUAL REPORT 2015-2016
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VALUE FOR MONEY
In this section we explain how we make sure that our services provide value for money
We are committed to getting the most value for money out of the income we receive.
Average rent for one of our general needs properties is £89.61 over 48 weeks. In
2016/2017 we collected 103% of rent that was due.
Tamworth Borough Council recognises the importance of demonstrating value for money, which doesn’t
only mean keeping costs to a minimum. Value for money is also achieved through the following :
• Comparing costs and performance with other
similar housing providers. Assess value for
money (VFM), by using an independent
organisation called HouseMark. This
organisation compares our services to other
councils and registered social landlords
HouseMark also produces an annual report
which identiﬁes areas for improvement
• Monitoring ‘tenant satisfaction that rent is
providing value for money’. We check this by
carrying out regular tenant satisfaction surveys
• Continue to remove old inefﬁcient gas
appliances and install new ‘A’ rated appliances,
reducing heating and hot water energy costs for
tenants across the borough
• Continue to clad and insulate garages,
underneath properties, consequently reducing
utility bills for occupants
• The implementation of the tenant portal will ensure
an easier and more accessible service to customers

Did you
know?

100%
OF CUSTOMERS

78%

OVERALL TENANT
SATISFACTION
WITH LANDLORD
SERVICES

• Purchasing properties has enabled an efﬁcient
and effective use of capital receipts funding, one
element of the housing revenue account (HRA)
capital business programme to increase its stock
• Senior managers regularly review budgets and
the highest areas of spending
• Tenants are involved in the choice and
appointment of contractors, suppliers and
consultants to help ensure we get the right
balance between cost and quality
• Spent more than £2,524,000 on improvements
to homes ensuring that our core business of
providing affordable homes to those in need
continues to expand
• Co-regulating our services. Our co-regulation
model means that tenants review our
performance and scrutinise selected areas of
service.

92%
OF TENANTS

83%
OF CUSTOMERS

SATISFIED WITH
FINDING A HOME

SATISFIED WITH
RESPONSIVE
REPAIRS

88%
75%
TENANT
TENANT SATISFACTION

SATISFIED WITH
ENVIRONMENTAL
WORKS

WITH CLEANING
COMMUNAL AREAS

SATISFACTION
WITH THE
OUTCOME OF AN
ASB COMPLAINT

79%
TENANT
SATISFACTION THAT
RENT PROVIDES
GOOD VALUE FOR
MONEY

All performance indicators are either in the top quartile or reflect an
improving position.
18
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The following indicators have been agreed with tenants.

2014/15

2015/16

2016/17

Estimated top
quartile*

Overall satisfaction with
Landlord Services

75.2%

78%

78%

82%

Average time between lettings

17 DAYS

14 DAYS

17.60 DAYS

17.50 DAYS

Completed walkabouts/
Estate Inspections

4

10

10

Tenant satisfaction with
communal cleaning

87%

87%

75%

Number of tenants on the
database of involvement

497

561

617

% appointments made
and kept

97.86%

94.17%

95%

98%

Gas servicing CP12

99.69%

99.37%

99.99%

100%

Urgent repairs
completed on time

98.02%

98.35%

97.58%

98.50%

Tenant customer satisfaction
with responsive repairs

93.75%

93.67%

83%

98.50%

Arrears as a % of rent due

1.96%

1.82%

1.82%

2.13%

28

18

10

8

Number of evictions

NOT
BENCHMARKED

NOT
BENCHMARKED

NOT
BENCHMARKED

* Figures based on estimated top quartile range when benchmarked nationally

Landlord Services - ANNUAL REPORT 2016-2017
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VALUE FOR MONEY
Top performance indicators as voted for by tenants as at 31 March 2017

PERFORMANCE INDICATOR

TARGET

CURRENT
VALUE

Percentage of all responsive
repairs completed within target

97%

97.58%

Percentage of appointments
made and kept

96%

95%

Percentage of repairs completed
at first visit

80%

88.75%

Percentage of properties with a
valid Gas Safety Certificate

100%

99.99%

16 DAYS

17.60 DAYS

Percentage of ASB reports
acknowledged in writing within
24 hours

95%

92%

Percentage of respondents very/
fairly satisfied with the outcome
of their anti-social behaviour
complaint

80%

88%

Current rent arrears as a
percentage of annual debit

2%

1.82%

Number of complaints April
2016-2017

–

Number of complaints upheld
April 2016-2017
Number of compliments April
2016-2017

Average re-let times (in days)

20

Tamworth Borough Council

ARE WE ON
TARGET

TREND

216

–

–

–

30

–

–

–

53

–

–

YOU SAID:

WE LISTENED:

The Complaints Review Panel recommended that
an acknowledgement email is sent every time a
non- urgent repair is reported via the Mears
email address.

Repairs emails are checked throughout the day and
an acknowledgement email is always sent.

Residents believe that the time taken to try and
resolve damp and condensation conditions takes far
too long to resolve and sometimes issues are not
always dealt with.

In the majority of cases and after thorough
investigation the issue of damp and condensation is
often concluded as the result of individual lifestyle.
When this is proved to be the case, staff will offer
advice and assistance to customers along with
supporting literature on how they can mitigate risks
to condensation/damp When this is not the cause we
will endeavour to work with Oaks Preservation to
reduce the time taken to diagnose a
damp/condensation issue.
It has been recommended that the Tenancy
Sustainment Officer, on the 6 weeks welcome visit,
discuss the condensation leaflet and leave it with
the tenant to refer to.

Residents have requested further information on
what Anti -Social Behaviour is and the powers
available to deal with it.

Anti -Social Behaviour law training was arranged for
tenants on the ASB Service Improvement Group and
proved to be extremely successful.

Residents are keen to learn about how other
teams/agencies support Landlord Service in dealing
with Anti-Social Behaviour.

Guest speakers such as the CCTV manager are being
invited to future meetings.

Residents felt people would be put off by attending
an Anti-Social Behaviour Focus Group and
recommended individual interviews.

Individual interviews for dissatisfied customers
instead of focus groups are now being piloted.

Landlord Services - ANNUAL REPORT 2016-2017
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TENANCY
In this section we talk about how quickly we let our homes, how we can help you
maintain your tenancy and how satisfied you are with our overall service.

Number of applicants on the housing waiting list, by
band, as at 31 March 2017
Band 1+

11

Band 1

134

Band 2

344

Band 3

159

Band 4

852

Did you know?

26

76%

OF OFFERS OF
FAMILIES
ACCOMMODATION
IN TEMPORARY
ACCEPTED
ACCOMMODATION (B&B)
AND A FURTHER 8 IN PRIVATE
SECTOR LEASING

FIRST TIME

COMPARED WITH 83%
IN 2015/2016

30

283

8

IMPLEMENTED
THE NEW
NATIONAL ONLINE
SCHEME SWAP
AND MOVE, FOR
MUTUAL
EXCHANGES

100% 17.60 1,500
ACTIVE HOUSING
DAYS ON

PEOPLE GIVEN
AN OPTIONAL
WELFARE BENEFIT AVERAGE TO LET
CHECK AT THE START PROPERTIES
OF THEIR TENANCY

92%
OF CUSTOMERS

75

APPLICATIONS
AS AT 31 MARCH
2017

130

OVER

HOUSEHOLDS HAVE
NOMINATIONS TO
MUTUAL EXCHANGES
HOUSING ASSOCIATION SUCCESSFULLY MOVED
WERE PROCESSED WITH COUNCIL PROPERTIES
ON AS PART OF THE
42 DAYS AND APPROVED, BECAME AVAILABLE SATISFIED WITH
PROPERTIES FOR
FOR RELETTING;
SAVING THE COUNCIL ON
REGENERATION
THE
FINDING
A
RE-HOUSING PEOPLE
AVERAGE £2,956.82 PER
APPROXIMATELY
PROGRAMME AT TINKERS
FROM
THE
HOUSING
HOME SERVICE
PROPERTY
GREEN & KERRIA
23 PER MONTH
WAITING LIST

PROPERTIES
PURCHASED,
TAKING THE
TOTAL TO 17
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HOUSING SOLUTIONS
OFFER INTERVIEWS
TO ALL APPLICANTS
TO ENSURE THAT HOMELESSNESS
CUSTOMERS ARE
CASES
AWARE OF ALL
PREVENTED
HOUSING CHOICES
AVAILABLE TO THEM

69

DISABLED FAMILIES ARE GIVEN
THE OPPORTUNITY TO MOVE
TO MORE SUITABLE
ACCOMMODATION SO THAT THEY
CAN ACCESS THEIR HOME AND
REMAIN LIVING INDEPENDENTLY,
WE CALL THIS A DIRECT MATCH.
DURING 2016/2017 WE OFFERED

4

DIRECT MATCHES

FEEDBACK FORM
Your feedback is very important to us. We want to hear your views so that next
year’s Annual Report can give you more of what you want.

1. Did you find the content of this report useful to you?

o Yes

o No

o Yes

o No

o Yes

2. Was this report clear and easy to read?
3. Would you read future annual reports?

o No

If answered ‘No’ to questions 1, 2 or 3 we would be interested to know why?
______________________________________________________________________________________________
______________________________________________________________________________________________
______________________________________________________________________________________________

4. In the future, how would you prefer to receive the report?

o Hard copy in the post
o Download from the website
o Prefer not to receive the report o Available on request
o By email

Please supply your name and address or email address so that future copies can be sent to you
Name ________________________________________________________________________________________
Address ______________________________________________________________________________________
____________________________________________________________________________________________

5. Is there any other information you would like us to include in the future or
do you have any additional comments to make about the Annual Report to
Tenants 2016-2017.

o Yes

o No

If yes, what?
______________________________________________________________________________________________
______________________________________________________________________________________________
______________________________________________________________________________________________
Please return this form to:
Tenant Regulatory & Involvement Team, Tamworth Borough Council,
Marmion House, Lichﬁeld Street, Tamworth, Staffordshire B79 7BZ.
Landlord Services - ANNUAL REPORT 2016-2017
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