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Tenant & Leaseholder Scrutiny Group 
Saturday 21 June 2025, 9:30 am – 2.00 pm
Sandwell Council House

Chair – Phillippe Brown

Draft Minutes
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	Apologies: 
Ahmed Abdulrahman
Sarah Ager                         

	

	
Shenalee Brown
Manny Sehmbi

	Items for Discussion

	1.
	Introduction to Formal Meeting    

Chair welcomed everyone to the meeting, formal introductions were made.
Apologies as above

There were no declarations of interest


The minutes from meeting 22 March 2025 had previously been circulated. No amendments were requested, and the minutes were agreed.

	Chair

	2.
	Action Sheet Update 

Action log was reviewed and completed actions removed.
· The Good Neighbourhood Management Policy has been adopted. The recommendations from TLSG have been included in the updated version. The Good Neighbourhood Management Policy will be a theme of the Tenant Conference as part of the launch.
· Repairs and Improving Service standards – to be discussed during the meeting.
· The Leadership structure will be circulated once the restructure is completed.
Gwen Haq and Sarah Ager were unavailable and the actions allocated to them are still ongoing.

	CD

	3.
	Housing Improvement & Transformation Programme Exception Report March 2025

NC gave an overview of Housing Improvement & Transformation Programme Exception Report May 2025.
The project has increased and now includes 180 items, with 61 actions completed.
Managing day-to-day operations while implementing changes is challenging and currently under review. Discussions with the Corporate Transformation team focus on securing more resources. Support to include a critical friend and a project lead. Service Level Agreements are being reviewed for value for money.

Ten actions are slightly off track including: 
· IT procurement – the issues around the procurement route have now been resolved. Legal notices have been served, and the project will be going out to tender over the next few weeks. An engagement day is scheduled for 31st July for the council to meet potential suppliers.
· Communications Plan – Recruitment has taken place within the Communications team, but a suitable candidate was not found for the Place directorate vacancy. A full-time interim resource has been put in place until the permanent recruitment can be completed.
· Consumer Standards – is linked to communications plan so should improve with the appointment of the additional resource.
Cllr Dhatt asked when the draft comms plan would be completed and what the key elements would be.
NC confirmed the draft is complete. The Tenant newsletter was sent last week to 17,000 recipients. Campaigns are underway to update residents on policy changes. Communications will promote both the Annual Tenant Report and the Tenant Event. Resource issues have been resolved and no longer affect communications.


Key achievements during the period:
The electrical team passed an external audit with full compliance and no recommendations.

The emergency repairs service process is finalised. The 95% on-time, first-time completion target has been met for the past two months. Regular meetings with contractors ensure performance is monitored, and stronger contracts hold suppliers accountable and favour the council.

Rent collection improved by £2m this year, with fewer tenant evictions for arrears. The council decided against rewarding on-time rent payments due to cost, opting instead to invest in tenant support.

There are improving trends across ten of the twelve key performance indicators (KPIs). The two exceptions are:
· Stock Condition Surveys - The number of surveys remains consistent, however, and is on track to be completed by December 2026.
· Gas Safety Checks - Completed checks have declined slightly due to the number of no access cases. The Legal team is reviewing procedures for gaining access and considering additional legal options to improve performance.
The group asked whether short notice might contribute to limited access.
JH confirmed that appointments are sent out three months in advance to allow flexibility. Supplier contracts are being looked at with the view to offering evening and weekend appointments.
NC noted possible misunderstandings about the need for gas safety checks, suggesting communications campaigns to inform residents. Entry may be refused due to mental health, vulnerability, or inappropriate property use.

NC provided a summary of the second document, which addresses the necessity of the Housing Transformation programme. He clarified that regulators require specific documentation to demonstrate ongoing efforts and seek assurance that progress will be maintained after their monitoring concludes.

The root causes of poor performance and the key drivers for change have been identified.

Good Governance
Efforts to address governance challenges and prevent recurrence have been underway for the past two and a half years. Multiple boards have been formed, tenant engagement and involvement have improved, and third-party audits and accreditations have also been conducted.

Culture change
The new regulations require specific qualifications, so skilled staff are being hired and current employees trained. Some training is complete, a workforce plan is in progress, and management meetings are scheduled. Employee engagement and internal communication have improved.

IT/Systems Transformation
It was determined that the existing systems did not meet the requirements set by the new regulations. Procurement of new systems is currently in progress. The updated systems are intended to support compliance, performance reporting, customer insight, profiling, and data-driven decision making. Data cleansing activities are being completed in preparation for these changes.

Best Practice
Policies are under review, with changes created in consultation with tenants. Procedures are being updated to match policies and legal requirements. Improvement plans address underperformance, and service delivery will be benchmarked against industry leaders.

Ambitions for the Future 
The improvement process has been divided into phases, each with a designated plan.

Phase 1
To upgrade from C3 to C2, demonstrate understanding of the judgement's causes, develop a corrective plan, and secure independent assurance that improvements are both accurate and sustainable.

Phase 2
To achieve C1 classification, an inspection and full compliance with the ‘big 6’ are required. Safety compliance is improving, and a transformation plan supports this progress. Solutions are being developed collaboratively with customers, alongside external reviews, and audits. The regulator will also communicate with tenants.
Phase 3
Achieve excellence across all Housing services. This would include high levels of customer satisfaction with external accreditation and assurance and high levels of employee satisfaction.


The document was circulated before the meeting, and NC addressed questions about the programme's timescale, confirming its deliverability due to projects already in progress. The exception report notes issues, and regular meetings are held with regulators who are updated on resolutions. Issues may be resolved ahead of official regulator judgement, given the number of landlords the regulators are involved with.

A question was asked around whether 100% asbestos compliance could be achieved. JH stated that the regulatory checks are based on communal areas and 100% compliance should be achieved for this. There is a different process for homes and only manual data is held so the current position is unsure. Two weekly meetings are being held to look at issues and asbestos is discussed. Asbestos checks will become part of the cyclical checks.

Cllr Dhatt welcomed the plan and asked about major risks. NC identified maintaining business continuity, unexpected events, and challenges in retaining and recruiting key staff as primary concerns. Support from senior leaders and Cabinet members is essential for addressing these issues.

Councillor Lewis inquired about the management of systemic cultural issues such as repeated mistakes, silo working, and staff turnover.
NC responded that there is an increased focus on engaging staff to ensure collective commitment to organisational change. The council’s values and behaviours are regularly discussed during staff reviews and toolbox talks. Efforts are being made to promote a unified approach, with an emphasis on ‘one landlord’ representing the council to overcome silo mentalities. Accountability for errors is shared collectively.
It was acknowledged that staff have experienced feelings of being overworked and undervalued, which has contributed to higher sickness absence rates and resignations. To address these challenges, operating models and job descriptions are under review to ensure appropriate resourcing. Previous gaps in organisational structures hindered clear progression routes; however, recent restructures have addressed these issues and improved morale. Instances of poor performance are being addressed through regular monitoring and audits.

A question was asked around maintaining skills and experience with all the recent changes.
In Repairs training has meant that the team is no longer reliant on an individual whose absence could halt processes. Good data and record keeping is improving and means that anyone is able to pick up tasks.

Chair thanked NC for the information and his transparency. She agreed that the regulatory judgement was everyone’s issue including the service users – residents. She acknowledged the good work already taking place and asked how residents could contribute further. 
NC suggested residents could review plans and provide feedback to prevent recurring problems and improve processes, as well as participate in communication efforts to highlight engagement. 
Chair expressed the hope that other local authorities might consult Sandwell in the future about overcoming a C3 judgement.

Cllr Dhatt welcomed group questions for SNAC and invited members to future SNAC meetings.

	NC

	4.
	Repairs Update inc. repairs backlog mobilisation 

Following a thorough data cleanse, a backlog of 8,000 non-urgent repair jobs at 5,000 properties (including safety checks) was identified. These jobs date before November 2024. Seddons, the contracted company, started addressing this backlog in May, with letters sent to tenants for notification and updates forthcoming. The Seddons team operates from Roway Lane, receives relevant training, and manages tenant calls via a dedicated line; all work is expected to be completed within 12 months.

The group inquired about what constitutes a typical backlog.
JH explained that the answer depends on the volume of stock and the number of incoming calls. Approximately 150,000 jobs are initiated annually. Many calls are categorised as urgent or emergency, and the criteria for urgency require further review.
Historically, there were challenges due to staff turnover and contracts that did not meet requirements. The new contracts focus on direct labour and incorporate stricter controls. Additionally, managing the backlog alongside daily operations proved challenging, so legacy cases have now been separated and assigned to contractors for resolution.
The programme for component replacement will also be reviewed.

A question was raised regarding how Sandwell compares to other local authorities concerning the types of repairs and the overall condition of housing stock.
JH noted that Sandwell receives a significant number of emergency calls. This may be influenced by tenants seeking faster response times through emergency requests, the general condition of the housing stock due to postponed or cancelled maintenance programmes, or the classification of calls as urgent by call handlers.
Training is being provided to call handlers, and calls are recorded and reviewed for training purposes. Feedback from operatives is also used to help determine the urgency of jobs.
There is no charge for urgent calls, as council operatives manage these.

Repairs Policy and Tenants Handbook
A draft of the Repairs booklet has been received from the Comms team. The booklet states the responsibilities of the council and those of tenants. It also has a list of priorities and gives examples of emergencies and routine repairs and the timelines for completing these. There is a contact list and other important information. 
[bookmark: _Hlk205818210]A copy of the booklet is to be shared with the group. The final version will be hardcopy but there will be an online version and a QR code will be included.
The booklet will become part of the training plan for various teams and will be presented to senior leadership team.

Resources
Resources have been maximised with 30 trade operatives upgraded from multiskill to multitrade. The job completion rate is now 85%. An advert for a further 20 multitrade operatives has gone out and interviews are due to take place. The candidates are mostly external with a diverse age demographic. There are currently seven trade apprentices who are being trained as multiskill but if employed after apprenticeship they will be trained to multitrade. More apprentices will be engaged and with the government levy scheme the plan is to take on one hundred across the council over the next few years.

Tenant Engagement
Tenant engagement is to be increased. Once training for the booklet and the policy is completed drop-in sessions are planned for tenants and residents at Roway Lane. The plan is for small groups to talk about their issues and give feedback and cover lessons learned. The sessions will also be used to inform on performance 

	

	5.
	Awaab’s Law – Damp and Mould

Awaab’s Law was established after the death of a child related to damp and mould exposure, with regulations set to take effect in October. The Repairs team has developed a process consistent with these new regulations, which will be tested during August and September. Recruitment for nine inspection roles is scheduled for the summer, and job responsibilities may include fungi washing as this may form part of future inspections. Under Awaab’s Law, inspections regarding damp and mould must occur within 14 days, and calls will be assessed for health concerns or vulnerabilities. Issues with damp and mould must be addressed within 24 hours to eradicate immediate health risks. Inspectors are authorised to treat minor areas immediately, with larger remedial work completed within seven days. Residents will receive an inspection report within 48 hours, detailing the cause and planned resolution. Contracts specify that all work will comply with regulatory time frames.
Damp and mould cases will follow the new procedure, while other emergencies will continue to be managed as usual. 
Resources and budgets are under review as part of a broader programme. Multiple reports from the same property may result in replacement rather than repair. Stock condition assessments are regularly reviewed and are identifying additional issues. Data is being used to ensure appropriate remediation. Older ventilation systems have been identified as problematic and may be targeted for major upgrades. Consideration is being given to installing new technology and self-contained ventilation systems to improve property conditions.

	

	6.
	Tenant Engagement

Tenant Audit Group
The Tenant Audit Group is in the initial stages of developing their next audit on the process Choice Based Lettings.

The anti-social behaviour audit will be brought to TLSG.

Resident Building Safety 
The Resident Engagement Officers began the consultations with residents to update the block specific Resident Engagement Strategies. Eleven blocks have been visited so far and to date they have received over 200 responses.

The Resident Engagement Officers also delivered a building safety forum on 9 April 2025; six residents attended this.
The next meeting is planned for the evening of 11 June 2025

They have also been supporting the block representative pilot. One of the members has decided to step away from the pilot but will continue their involvement in the forum. Communications have been highlighted as an issue.

Consultations
Consultation on the Good Neighbourhood Management Policy took place 11 April and 13 tenants attended. They made recommendations or raised concerns about the policy which were similar to those raised by TLSG. Amendments have been made, and the policy has been approved. The intention is to develop an action plan.
Consultation took place with a group of tenants on 9 May 2025 in relation to the review of the Reasonable Adjustments Policy.
Eight tenants attended the follow-up repairs information session that took place on 2 June 2025. 

A query was raised regarding the initiation of a reasonable adjustment request. 
NC indicated that staff members receive training to ensure they ask appropriate questions and incorporate reasonable adjustments throughout all processes. This standard applies to any officer accessing a property or communicating with residents, and officers should also direct residents to other relevant services, as necessary.

Tenant Engagement Strategy
A task and finish group has been set up to drive the development of a new   co-designed Tenant Engagement strategy for Sandwell. 
The group includes nine tenants representing, TLSG, TAG, The Building Safety Forum, TRAs and we have one tenant who is not affiliated to any particular group. Development of the strategy is being supported by SCIPS
A survey will be going out to collect views and a document will be scoped from this. The plan is to take the strategy to Cabinet in December.

Other Engagement Activity
Support has been provided to Trinity House TRA to get their gardening project back on track. Lovells, the contractors are committed to social value.

A new webpage https://www.sandwell.gov.uk/tenant-engagement is now available and will include tenant activities.  

Preparations for the Tenant and Leaseholder Conference, 5 July are underway. The event will be at Sandwell council house and is planned to be from 10.30am and finish by 3.30am. The theme is Good Neighbourhood Management. The aim to raise awareness of how everyone can contribute to being a good neighbour.

Go Play who will do some engagement work and activities with young people aged from 5 to 16 years.

A Tenant Engagement Officer has been actively engaging with Sandwell Children’s Trust with a plan to engage with FIYA which is a forum for care experienced young people to get their views on housing and how the council might better engage with younger people/tenants

Work has also commenced on setting up a Communications Group made of tenants and leaseholders to ensure that the information provided such as the annual report, webpage, policies etc are easy to read and as accessible as possible for all tenants and leaseholders.

SCIPS continue to support TRAs, and Sue suggested that it might be a good meeting for JR to attend.

Work is in progress on the Annual Report and a discussion will be held around what the group would like included.

Pop in sessions are planned, one in each town, with multi-teams to getting out and about in the community.

The Chair inquired about how the council intends to ensure continued resident engagement in decision- and policy-making processes.
NC responded that significant policy work is currently underway. While these efforts have not yet reached the co-production stage, resident involvement is being considered for policies with direct impact. The aim is to achieve an appropriate balance; policies must follow the internal governance process, but the group is welcome to participate in policy reviews. Initiating reviews earlier may provide sufficient time for meaningful input. There is also a need to improve feedback mechanisms, particularly to demonstrate where residents' comments have influenced the final draft. Going forward, a policy update could be included as a regular agenda item.

	

	7.
	Housing Disrepair Claims Update

Previously, the data related to Housing Disrepair Claims (HDR) was both limited and inaccurate. Consequently, it was decided to restart the process in collaboration with the Legal team and through system comparisons. Communication channels have since improved, and a new dashboard has been implemented to record all cases comprehensively. Currently, there are approximately six hundred cases concerning repairs, with 100–150 identified as open cases. Legal Team staff have now received training to navigate repair systems and extract relevant data, enabling them to reference previous cases for supporting evidence. Any supplementary information is provided directly to a dedicated team.
A revised management structure is now in place for HDR, and ongoing insights are being relayed to John; this evolving process will be shared with the wider group.
It was noted that external legal advisors may sometimes advise tenants not to cooperate with the council, believing this could lead to higher payouts. However, JR encourages tenants to contact Repairs initially to determine whether the issue can be resolved and to facilitate learning from any errors to prevent recurrence.
An HDR report will be presented to the leadership team in July, with an update requested at the group's next meeting in September. John will also present the dashboard to the group during this session.
The group inquired about whether residents were sufficiently informed of the potential drawbacks of submitting an HDR claim, such as solicitors’ fees and court costs. An informational resource on these risks was requested. Previous recommendations are being incorporated into the policy, which will be shared with the group.

	

	8.
	Date of next formal meeting: 20 September 2025
9.00 am for a 9.30 am start. 
	



































	


	
	
	



image1.jpg
Metropolitan Borough Counci

(NII§ BIG PLANS FOR s
AIKII] A GREAT PLACE "a8 Sandwel

.FORTHE PEOPLE OF SANDWELL





