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Tenant & Leaseholder Scrutiny Group 
Saturday 13 December 2025, 9:30 am – 2.00 pm
Sandwell Council House

Chair – Phillippe Brown

Minutes

	Circulation:

Scrutiny Members
	
	

	Aynols Reid 
Stembile Mhlanga          

	Phillippe Brown 
Sue Smith                              

	Anthony Averis
Ali Yassin


	Councillors
Cllr Ashley Lewis                    

	
Cllr Tirath Dhatt
	

	Sandwell MBC
Nigel Collumbell
Christine Davis 
Yvonne Willetts

	
Sarah Ager                                  Manny Sehmbi

	

	Apologies: 
Alison Allen 
Lenny Harris                             
	
Shenalee Brown

	

	Items for Discussion

	1.
	Introduction to Formal Meeting    

Chair welcomed everyone to the meeting, formal introductions were made.
Apologies from Alison Allen, Shenalee Brown and Lenny Harris.

There were no declarations of interest


The minutes from meeting 20 September 2025 had previously been circulated. No amendments were requested, and the minutes were approved and accepted as an accurate record

Sue Smith will be leaving the TLSG and stated that this would be her last meeting. Chair thanked Sue for all her heard work and commitment to the group and wished all the best for the future.

	Chair

	2.
	Action Log Review

The action log was reviewed and completed actions removed. 
· Chris to circulate the corporate and Housing organisational charts as requested by the group. Action Completed
22 March 2025
The three items relating to the extension of gas safety and electrical checks to leaseholders and door safety checks are ongoing and will be followed up by SA.

	

	3.
	Housing Improvement & Transformation Plan Update 

NC presented the exception report of the Housing Improvement & Transformation Plan. 
Most projects are on track with one or two slightly behind and one significantly off track

The delays in the implementation of IT systems pose high level risks
a. The C365 Compliance system has now been implemented, and work is ongoing to get all elements fully functional.
b. The Housing management System is at the end of life. The process for procuring an Integrated Housing Management System began in February 2024 and was initially delayed due to changes in the procurement rules. There were further internal challenges around due diligence and questions regarding value for money and the issue of dual costs for the period that the old and new systems run simultaneously. It was decided that such a big project needed approval from cabinet. Cabinet approval was granted in December 2025 with the new plan to go out to tender January 2026. Implementation will be delayed by 6 – 12 months overall.
Vulnerability Data is a medium risk
a. Data has been collected over the years but not refreshed. The review aims to update so that data is correct for the new system. 
Data will be collected in a number of ways including home checks, calls to the centre and log on reminders. Comparisons will be made with tenants’ health and their living conditions.
The council will be open about how the data will be used. 
An invitation will be included in the newsletter for any tenants who wish to be involved.
TA expressed a wish to be involved with this, and Tom agreed to send him details.

Repairs backlog, HDR Process, Awaab’s Law Implementation
a. The pace of improvement is not at the required rate and additional resources have been engaged. 
Consumer Standard actions
The Pennington Choices self-assessment is also being reviewed against the standards to see if 12 months on the level expected has been reached

Key progress.
· Consultation commenced on draft Tenancy Engagement Strategy – closing date 28th November. This is due to go to Cabinet in February and will be implemented in April. The strategy will be brought back to TLSG before it is taken to cabinet.
· Complaint handling is improving. There is regular reporting and monitoring with lesson learned feedback into the process.
· Work started on the repairs backlog in October.
· Awaab's Law implemented 27th October 2025, and data will be brought to future meetings.
A programme manager has been onboarded, and the Transformation plan is being reviewed and aligned to establish what is now business as usual and what needs to remain as part of the plan.


Repairs Performance

Repairs Backlog 
The repairs backlog as of October was 7188 jobs. The number of cases reported to the Regulator has been reduced by 30% through both completing works and data cleansing. Data cleansing should be completed by February 2026.
Extra capacity is being built into the team to ensure that current work does not create a new backlog. Vacant posts are being recruited to and once recruitment has been completed the team should be able to cover responsive repairs. John Hall is working with the team to ensure targets are met. 
The backlog is being kept separate from new jobs and will be delivered by external contractors. They will do planned work throughout the year and provide additional support when needed. Contracts are being tightened and checked to ensure that operatives have the skills to do the work required.
The repairs contract with Seddons has been mobilised and workers are onsite at Roway Lane. They have completed 500 surveys and the contract specifies that operatives will carry out any additional repairs found during visits.

Awaab’s law
With the introduction of Awaab’s Law processes are being reviewed to ensure compliance. There is a Standard Operation Procedure (SOP) for dealing with damp and mould cases. Communications will be sent to residents in the new year outlining the process and the service that residents should expect.
Residents are being encouraged to send photographs when damp and mould is reported, and the case will be recorded in a damp and mould register. Cases should be treated as a priority with a visit taking place within 24 hours in urgent cases and the root cause treated within 5 days. A follow up call will be made after three months to ensure that the property remains clear. 
Home checks will help to identify homes with damp and mould and gas and electrical inspectors have been trained to look out for any related issues.
Data will also trigger checks in homes where gas is capped or if the resident is vulnerable.  

A copy of the service expectations document will be shared with the TLSG.
The Tenant Auditors Group will be conducting a damp and mould audit in the new year.

An external company, Axis, has been engaged to do the damp and mould work. Savings have been made through tighter contract management; amalgamation of contracts (the number of contracts has been reduced from 92 to 49) and payment verification/ audits have led to reduced outgoings. Contractors are usually local to Sandwell and the West Midlands, but larger companies may use sub-contractors.
Andrew Fellows  Head of Contracts and Commercial is available attend future meetings if the group require additional information.

WIP - Live jobs are being managed; the work in progress (WIP) figure has decreased although overall the number of open tickets has risen slightly. The backlog contractor will complete overdue WIP at any addresses they attend to deal with backlog work.

Overdue WIP - New contractors have onboarded to pick up extra routine works and reduce WIP figures. Multi trade jobs have been advertised and ten posts were filled. The remaining Multi trade and multi skill roles are to be re-advertised ASAP to backfill the posts now vacated.

Housing Health & Safety Rating System (HHSRS) – The number of overdue HHSRS has reduced. Priority is given to oldest first where access granted. 

HDR cases – The focus will be on HDRs from January to prevent a build-up of cases. Axis are carrying out remedial work which must be completed within the timeframe set by the courts. There have been no new breaches since April 2025; all the HDR cases are historical. 
Legal fees for solicitors represent a significant cost when cases go to court; however, the council has, on occasion, contested claims that were deemed not to be legitimate.
The chair suggested that communications reassuring residents that their case will be investigated without the need to go to court might reduce the number of claims.


Compliance Performance
Gas Safety – gas is not a big concern the October figure was 99.62% compliant. Access and system error remain the main issues. The system fault has been raised with the IT provider.
All non-compliant addresses are going through the legal/access process.

Fire Safety Checks returned 100% compliant. FRA's are completed on a rolling basis to ensure a fully compliant position

Asbestos safety checks is 100% compliant. All communal areas surveys are complete.

Domestic EICR – The October figure was 98.70% compliant. 
The number of EICR remedials overdue for October was 1421. The primary reason for overdue cases remains limited access.
An action plan has been put in place. All outstanding and newly generated tasks have now been allocated to the relevant contractors. The contractors will deal with Cat 1 as an emergency but will also deal with Cat 2 or 3 when on site and can issue a satisfactory certificate. The assumption is that the contractor has additional resources to cover the extra work, but KPIs included in every contract will help to monitor performance.
An additional acting up QS electrical inspector has been tasked to help reduce the overdue cases.

Fire Front Door Survey –The initial inspection work was outsourced, and the contractors were able to gain access to 70% of properties before the contract ended. This has now been moved to a rolling programme. Building Safety managers will be present in high rises on a regular basis and can carry out checks so the figure will improve. 
Work is scheduled to begin on the doors identified in the initial programme in April. However, a contractor has not yet been onboarded. Once work is completed on high-rises the programme may be extended to medium/ low rise properties.
TA asked if leaseholders in similar living conditions would be included when the new contract is awarded. SA agreed that that an offer could be considered.


Smoke Detectors - Engineers test smoke detectors during gas safety checks/ services. Residents in properties without gas supply have been put on a three-month programme and checks should be completed by March. 

Stock Condition Surveys 

Stock condition surveys have been completed on 51% of properties and the project is on track for completion in 12 months’ time.  

	NC

	5.
	Tenant Satisfaction Measures

The Tenant Satisfaction Survey ended 11 December 2025. Tom presented the figures which are broadly the same as last year and largely positive. Acuity will analyse the data and Housemark will be conducting a more detailed survey. Tom will bring a full copy of the report and the analysis to a future meeting. 
Satisfaction has increased around the time taken to deal with repairs and the approach to anti-social behaviour, however, satisfaction around handling complaints has gone down. 
A leaseholder survey was also carried out by email, phone call and post and another round will be conducted.
Compliments are not included in the survey but there is a section for comments, and these can be extracted and used to inform future behaviour.
	TH

	6.
	Void turnaround time 

An intervention of voids turnaround from the end of tenancy to re-let was conducted in the summer, led by Karl Robinson. At that point the turnaround time was 60 days and that has now risen to 105 days. 
The review looked at the main reasons for the delays and the findings included 
•	Excessive process steps (up to 150) 
•	IT systems not integrated 
•	Inconsistent processes 
•	poor inter-team communication  

Also, lot of resources have been diverted from voids into dealing with damp and mould cases and into the compliance areas. There were six contractors handling voids, but this has been reduced to four, and they are unable to manage the workload. 
The current contracts are due to expire in August and performance management will be reviewed before contract renewal. In the interim there is a plan to engage more resources in January for void work and inspections.
Internally a streamlined process was tested on real cases with the aim of minimising handoffs and clarifying responsibility. The trial of an Empty Property Officer role was also introduced to establish overall accountability. 
The new process reduced the average void turnaround from over 100 days to about 62.6 days for 20 properties in the pilot.
Weekly meetings are being held to capture details of anything that is not on schedule. 
Inspections are being considered prior to the incumbent tenant leaving to reduce the overall turnaround time. This may not always be possible as the tenants’ belongings and presence may hinder the inspection.

The group ask at what point would the new tenant become involved regarding any adjustments etc.
NC confirmed that allocations are made early in the process but conceded that adaptations are not always considered at this stage.
This will be looked at as part of the intervention.

The contact made after a tenant moves in is currently disjointed and ways of making the experience better for the tenant are being explored.

	NC

	
	Housing Complaints Q2 Report

At the end of quarter one a backlog of complaints had started to build up and options were being considered to resolve it. To address the escalation Housing Resolutions Team was centralised for consistency and so that best practises could be applied. The team was divided into two; the priority was responding to new complaints within the prescribed timescales, and the majority of the team was allocated to this. The remaining two officers were dedicated to working through the complaints backlog. As a result, the last of the old complaints was resolved this week and the backlog eliminated. 
The capacity that was used to clear the backlog will now support other teams with operating the new reporting process.

Complaints should be acknowledged within five days, at present, 35% are acknowledged on time, this should improve now that the back log has been cleared.
Complaints should be investigated and resolved within 10 working days once received – currently two thirds are resolved on time, and the average response time is 17 days. This compares with similar landlords.
The aim is to clear most complaints at Stage 1. This quarter 70% off Stage 1 complaints were upheld or partly upheld. This indicates that improvements can be made to services. 
There were 56 Stage 2 complaints received in quarter 2. The response time for stage 2 is 20 days – 69% were responded to within this time with an average response time of 18 working days. 
Completing more thorough investigations at stage 1 means that fewer complaints are upheld when they are escalated to stage 2.
As part of the response to a complaint compensation may be offered. The scale of compensation is based on the severity of the case. This may be changed and brought in line with the ombudsman. 
This quarter 12 complaints were offered compensation amounting to £2981.00.
If the resident is still not satisfied, they can then apply to the Ombudsman.
There was less criticism from the Ombudsman around the way complaints are handled by the council and there have even been some positive comments.

The number of complaints received per one thousand properties is 12 in Sandwell compared to 17 for similar landlords. Even if the contact is not logged as a formal complaint the details are recorded and this allows us to learn from customer experiences and improve services.

The number of complaints responded to within prescribed timeframes is 67% in Sandwell and 87% for similar landlords. Removal of the backlog should allow response to complaints within timeframes and bring Sandwell in line with other landlords.

Information around the people who make complaints is not used at the moment but going forward more focus will be given to understanding why certain groups make complaints and others do not.

Most complaints relate to repairs and maintenance, specifically the length of time it takes to complete jobs, incomplete work and unsatisfactory behaviour.

Improvements
TH ran through some of the improvements that have been made to demonstrate that tenants are being listened to and that changes and improvements are being made.
· Ensure our repairs team take photos of works before they start and when works are completed. This provides accountability for the standard of work, and any mess left following repairs.
· Update the leaseholder handbook with clear responsibilities regarding electrics.
Tenant Involvement
A Tenants Complaints Panel is being set up to enable tenant input. 
There are a number of methods available for tenants to have their say on what the Complaints Service looks like and how it can be improved.
Contact details are included in the report.
Information is available on 0121 569 2537.
Residents can also complete a short survey to express interest.
www.sandwell.gov.uk/housingsurvey
 
The group asked about the process for collating information relating to complaints.
The council has been criticised by the ombudsman for poor record keeping in the past. Record keeping is improving and a lot of the relevant information has already been captured on the various systems but collating it across services can be time consuming. 
Data around vulnerability can be held in many places and the Vulnerability Data exercise should help resolve this issue.
Managing data will be easier once the new IT system has been introduced. 

The group asked what steps are being taken to ensure members fully understand the situation and are armed with information to counteract negative comments and represent the council effectively.
TH replied that Housing now has dedicated Comms support and they will be drafting a plan which should incorporate members. Democratic Services are collating material to include in an information package and are setting up dates for members to talk to the team about complaints handling. Information will also be put in a member’s newsletter.
It was suggested that Housing updates could also be sent.

	

	
	Service Standards 

Service standards are being developed to ensure transparency
· Residents understand the level and consistency of the service – should help to manage expectations
·  Officers can understand what is expected and the standards can be used for performance management
The drafting for the documents has started but input is needed from residents. CD is helping to identify residents that the document can be shared with. The plan is to launch the service standards in February 2026.
The document will also be shared with members.

	

	7.
	Tenant Engagement Strategy

MS gave an update of the co-production of the Tenant Engagement strategy. The development of a strategy was driven by tenants and expectations of the Regulators of Social Housing. The intention is to give tenants opportunities to influence and scrutinise their landlord’s strategies, policies and services. The council is also expected to assist tenants who wish to implement and lead activities and provide support that meets their needs so they can engage with the opportunities.
SMBC in partnership with SCIPS facilitated a task and finish group made up of tenants from various group plus tenants who are not currently involved in any groups.
First meeting took place 16 May 2025. Ten sessions have taken place up to 28 November 2025. 
Public consultation took place between 18 October 2025 and 28 November 2025. Thirty residents responded with a demographic across age ranges.
In addition, there has been consultation with Housing Senior Management Team and various tenant and leaseholder groups.
Feedback on the draft has been positive, key takeaways was the lack of communication, some cynicism about whether the council actually wants to deliver the commitments laid out in the strategy along with suggestions to make the strategy accessible to all, such as translations, summary versions etc.

Outcomes
· The headings, wording, suggested ideas for the layout and graphics have been chosen 
·  The group discussed how Sandwell Council will embed the Tenant Engagement Strategy (TES), to keep it live
· Produced a Tenant Logo and agreed a criteria for usage    

Going Forward
· Graphic design work is being drafted ready for further consultation with the Task and Finish Group.  
· The strategy will be an agenda item at SNAC on 8 January 2026
· The strategy will be considered at Cabinet on 3 February 2026
· The current task and finish group will stand down
·  Phase 2 will commence with those members who wish to stay on  to develop the year 1 action plan which will go alongside the strategy. 
· Quarterly updates will be provided to TLSG and to Cabinet Member for Housing to monitor performance
The council will continue to engage with critical partners such as the Tenant and Leaseholders Scrutiny Group. There is also and a cohort of residents who are usually involved in consultations and the aim is for the group to expand and diversify to add more voices. There will be a range of mechanism for residents to become involved, including a comms group, and these will be based in the towns as well as the Council House. Additionally, residents with relevant experience will be targeted to look at specific policies and give informed feedback.

	MS

	
	Date of next formal meeting: 21 March 2026
9.00 am for a 9.30 am start. 
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