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Tenant & Leaseholder Scrutiny Group 
Saturday 21 March 2026 
9:30 am – 2.00 pm
Sandwell Council House

Chair – Phillippe Brown

Minutes

	Circulation:

Scrutiny Members
	
	

	Shenalee Brown
Stembile Mhlanga 
Lenny Harris         

	Phillippe Brown 
Ali Yassin               

	Anthony Averis
Aynols Reid


	Councillors
Cllr Ashley Lewis                    

	
Cllr Tirath Dhatt
	

	Sandwell MBC
Nigel Collumbell
Christine Davis 

	
Sarah Ager                                  Manny Sehmbi

	

	Apologies: 
Alison Allen 
                       
	
Cllr Ashley Lewis 

	
Cllr Tirath Dhatt

	Items for Discussion

	1.
	Introduction to Formal Meeting:    

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

Apologies from AA.

There were no declarations of interest
The minutes from meeting 13 December 2025 had previously been circulated. No amendments were requested, and the minutes were approved and accepted as an accurate record by AR and TA. 



	Chair

	2.
	Action Log Review:

The action log was reviewed. 
Chris to send copy of the log to SA who will then provide an update



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.

	


CD




SA

	3.
	Housing Improvement & Transformation Plan Update including Implementation of Awaab’s Law:

SA went through the presentation.

TA asked SA what measures were in place to mitigate for the areas that are not improving/progressing. SA confirmed the biggest area of concern was the procurement workstream of Housing IT systems which is significantly delayed, and this is impacting on being able to collate data. Currently, workarounds are being used but this relies on significant manual input.

The compliance system is in place and does give some level of reassurance on data.

TA asked if there was software available to assist in the data cleanse. SA confirmed specific software not in place, but the compliance software is giving baseline information on our assets. There is awareness for repairs that there were/are a lot of duplicate jobs being raised so work is being done on scripts so that fewer duplicate jobs are created. The data cleanse is being done as part of business as usual.

TA asked if approval on procurement of housing system had been given, SA explained the plan to go out to procurement but also highlighted challenges and risk of not knowing market and the actual costs. Looking at contract having 4 lots, x2 relate to Asset Management (Repairs & Asset Management) and x2 Housing Management (Tenancy Management and Homelessness).  One provider may not be able to provide all 4 lots, but whatever software is procured it must be able to be fully integrated, so we don’t have the situation we have at present where the systems do not work together.  NC advised new systems would benefit in reducing the need for manual tracking and workflow which will lead to less human error. This could also potentially lead to cost benefits.
PB asked about risk & assurance, what are the mitigations and is there any external body that can help with procurement of the right IT software, SA advised have been working with ITICA (IT consultants), who have supported development of specification. 

Repairs backlog has come down to 4100 jobs, some works were quite old so scope of work has changed, hence have taken move to have surveyor to go out and check what work is required which will help sending right people to do the right job. Keeping track of jobs required and tracking completion. AR asked if tenants have been spoken to about works being completed. SA has asked for customer satisfaction information from contractors, initial feedback was that work was not being delivered as agreed, so this was discussed with contactors as part of performance management and since then works have improved. 

Approximately 50% of targets for current repairs (Work in Progress) are not being met but they are being missed by days/weeks, rather than months so not creating a new backlog.  Some mitigations are being put in place. A restructure of the trades has taken place and in addition the team are in the process of recruiting 25 new trades posts. A contractor has also been appointed to deal with Housing Disrepair Claims - TA said this is one to watch in terms of improvements.

AR asked about apprentices and if this helps with improvements, SA advised they have a shadowing role initially, so would see impact in long term when they become skilled trades people. Productivity of trade is measured and are keeping eye on this.

TA asked about the current market for trade operatives, many existing. SA confirmed there is no shortage of applications. Members of internal workforce have taken up some of the opportunities to take up multi-trade posts. Carpentry is an area of need and we are currently recruiting. SA feels issue is perhaps more about quality as opposed to numbers of applications. A workforce strategy is being developed where quality assurance will be key component.

SM asked what is done to retain Apprentices at the end of the apprenticeship period. SA advised Asset Management to continue to support apprenticeships and, using natural turnover try to ensure there are posts available once they have completed their training. 

In terms of overdue repairs relating to Housing Health and Safety Rating System (HHSRS), performance is improving. There are no CAT 1 and 2 hazards or damp and mould in these figures as these have all being dealt with as appropriate. Further improvement in non-urgent repairs is expected in the coming months.

In terms of gas safety checks the only reason for not being 100% on target is problems with no-access.

TA asked if Asbestos inspections are completed internally or by external contractors. SA to come back on this point.

Electrical surveys, looking at doing checks and any remedial work at the same time as how repairs are dealt with at gas checks. Where works may need longer time and are non-urgent, this will be scheduled in. Full rewires will also need to be scheduled. C1 risks are already always dealt with immediately and the majority of C2.
SA shared with the group the reason why it looks like there has been a dip in performance. This relates to how a missing certification that would confirm that remedial works have been completed. Plans are in place to reinspect some of the affected properties with the aim of ensuring by the end of June 2026 all properties with missing certificates have a valid EICR.
TA 100% target of electrical compliance is it just for tenants or does this also include leaseholder properties? SA confirmed this relates to tenants and communal areas.
TA asked if leaseholders need to share the electrical certification, NC advised, this is not the case, this applies for gas checks not electric. PB confirmed under the terms of the lease an electrical safety certificate is only required when the property is being sold. 
TA asked if any communal work, would this be shared cost, NC confirmed yes, it would be.
Smoke alarms haven’t been tested in some properties with just electric, but a contract has been put in place for them to check the properties concerned as part of EICR checks.
TA asked what the life of a smoke alarm bearing in mind electrical checks are only required every 5 years. SA to check. 

Fire Door checks – SA advised that the regulation required the council to make reasonable endeavours. The council will make multiple attempts to contact the tenant or leaseholder, but options are limited if the tenant or leaseholder refuses to engage.

Stock condition survey is now 61% complete so on track for completion December 2026.

A question was asked if the data collected so far from the surveys had identified any trends etc. SA advised no surprises older properties were less decent.

The government has recently released details for the new Decent Homes Standard.  Preparations taking place to look how this will be delivered. Currently there is no indication of any new funding to deliver.

Voids:
NC provided update, explained measure is from end to end of the process, the performance has been poor and as a result this is being tracked monthly and reported to SLT. We are looking at root causes, teams involved in the process and understanding where delays exist. However, have been trialling a pilot testing a new approach to resolve the blockers, including a new role of Empty Property Officer. Testing the pilot on 20 properties has given a turnaround time  of 63 days which whilst still high is a significant improvement. Currently average is 107 days. NC would like to see turnaround around at 30 days but we are a long way off that at the moment.  The new operating model was agreed last week and consultation with staff and trade unions is taking place. The last 3 reporting periods have been stable but seen a slow increase. The pilot provides a new operating model and will be looking to introduce it in phased stages. Several contracts for void works are due to expire later this year which will provide an opportunity to review and create economies of scale rather than running multiple small contracts. This will also allow the council to hold contractors to account.
It is expected that optimal performance in the area could take up to 18 months to achieve but there will be significant improvements on current performance within the first 6 months.

Damp and Mould:
Awaab’s Law came into place in October 2025; TAG is carrying out an audit specifically on the council’s response relating to damp and mould. 
SA advised of the timescales under the new legislation including the requirement to respond to emergencies within 24 hours
There has been an increase in the volume of work.
Priority is to protect vulnerable residents; hence a triage system has been introduced to assess whether the risk is emergency or significant and ensure resources are in the right place to deal with them. 
A fungi wash is done initially is to take away immediate risk and then an assessment is carried out on what work needs to take place to address any underlying issues.
Staff restructure has taken place, to be able to have a dedicated team including 13 qualified inspectors. Specialist equipment now available. Inhouse staff have had training from October 2025.
AR asked if the fungi wash whilst family in homes SA advised this can be completed whilst family are at home. She confirmed trades people will wear protective gear, as part of H&S risk assessment due to fact they are undertaking these washes several times a day so have more exposure. She also advised the type of fungi wash used is dependent on the needs of the tenant and there is an natural alternative which can be used for residents unable to tolerate the standard fungi wash.
TA asked about timescales to eradicate mould in a property, how are the works needed categorised, such as fixing guttering. SA confirmed that causes need to be addressed within 12 weeks, as per legislation. 
TA asked about Awaab’s Law phase 2, excess cold & heat, if no heating already treated under emergency. Commencement date 
LH asked about service provided over bank holidays. SA confirmed an out of hours emergency service is in place.
PB asked - Damp & Mould how is risk assessed for children or vulnerable adults, and do we liaise with health professionals. Tom Hogan is looking at data we hold, and this will then assist with the triaging process. 
NC also added any triggers are also looked at, such as hoarding, and officers will then manage such as safeguarding cases. 
PB asked if a family have medical information about an illness how is this managed, NC advised where cases are and a family needs to be moved, officers will support with decanting a property. Also we have a medical assessment process to understand if someone needs to move to alternative accommodation. PB suggested that all improvements are put in the Annual Report to help residents understand what is being done.
AY asked about position for a resident with mould in the property but no vulnerability, SA advised still will have contact but not within the 24hrs.
SA discussed issues with no access and using all methods to address this issue including learning from other teams and from complaints data.
SA shared the TAG audit will be helpful in assessing how well the process is working.
PB asked what support TLSG could offer to on this agenda. 
SA discussed benchmarking and House Mark measures, and TLSG may want to look at the performance measures.

	NC/SA

	5.
	Anti-Social Behaviour Service – Improvement and Re-model:

Discussed the ASB operating model, alongside this developing a quality assurance framework to help ensure there is consistent quality of service.
Developing service standards which will outline what tenants can expect and performance management. Training developed for staff, to look at problem solving perspective. IT systems and to have consistent recording of information. 
Changes to model, have been agreed with Elected Members, wanting a service that is tenure neutral. Single point of access, residents knowing how to report. Model is about demand and not localities, resources are allocated according to demand, and staff will work across different localities, hence will have a mixed workload. Knowledge and skills are important to staff role. We will have a triage system managed by experienced officers, then forwarded to case management officers – managing personal ASB, Neighbourhood & community ASB – more about specific issue in a locality, such as car cruising. Intelligence & performance driven service, use data to spot issues and try and prevent further issues. 
The new service will be intelligence and performance driven – it is not just about what has gone wrong but providing opportunities to spot issues earlier before they go off track.
The preferred option is an officer caseload of 25, above this impacts on quality of work. 
NC went through finance model and how it will be funded, an additional 1million will be invested and will be from General Fund and HRA (270k). 
The team will be going from 17 officers to 40. There will be a Restorative Justice Officer who will particularly look at cases that are stuck where it is not clear who is at “fault”. This approach has been shown to be more sustainable than issuing warnings.
Model has been approved by Cabinet
Soft launch April 2026 will still be recruiting and training and should be fully established October 2026.
20% of staff will be on fixed term contracts as this is based on current demand. If implementation is fully successful it is expected the team can reduce in size. To maintain staffing levels longer term there will need to be a business case put forward.
AR asked about communications, how will tenants know about changes?
NC advised the Tenants Newsletter, will keep working with Comms Team and using social media and updating website. Trialling how we gather customer satisfaction and looking at an independent organisation gathering the feedback.
NC working on content and key messages and working with Comms Team to get it out.
AR – single point of contact for ASB, usually is police or housing officer, will these roles link to ASB model. NC advised triage system will allocate to relevant team. He confirmed Housing Service Officers will be a key partner in resolving neighbour issues.
TA asked about timelines for response times, NC discussed how this will be developed as part of Service Standards. The triage process will prioritise/risk assess which will flow throughout the case.
Further short discussion took place around cases where the residents concerned may not be Sandwell Council tenants or leaseholders as the service is tenure neutral.
PB asked if the new model finds poor service, what action will be taken to address this. NC advised the quality assurance model will help with this and NC will be looking to see it being delivered effectively, particularly with HRA investment. Consistent and strong case management will be key. NC asked if TLSG would want to see any performance information, to review and discuss. 
PB asked about consultation process on the ASB Policy, seeking assurance that it is more than a tick box exercise, NC advised will follow process as have with previous policy changes/updates.  He confirmed there are not actually significant changes to the policy the changes are more about enhancing the service and improving consistency. TAG had undertaken a review which complemented the external review undertaken. TAG may want to look at it once it’s up and running.
AR complemented TAG work being professional delivered and to pass on to TAG members.

	NC

	6.
	Tenant Engagement Update including update on Tenant Engagement Strategy:

MS discussed:

Tenant Auditors Group – the ASB audit has been completed, there are some outstanding recommendations but have agreed this will sit with TLSG going forward. Next audit is to focus on Awaab’s Law.

Resident Building Safety – the officers have consulted all 54 blocks and now working on how the strategies will be updated and communicated. Building safety forum meetings are ongoing.

The Team is also rolling out the recruitment of block reps. From the pilot the main learning has been the importance of good communication between the Building Safety Team and the block reps.

Communication Group is still developing as a group and agreeing their terms of reference.

The Team continues to make connections with young people through regular engagement with the Forum for Independent Young Adults from Sandwell Children’s Trust. 

The team has supported consultations on E-bike and E-Scooter consultation and various draft housing service standards. TLSG has contributed and highlighted several queries and suggestions for the service areas to consider

Tenant Engagement Team have also been building relationships with TRAs in partnership with SCIPs. The roll out of the updated model constitution has commenced with Lancaster House and Willow Beech, and Aspen (WBA) Tenants and Residents Associations being the latest to adopt it. Also are supporting a couple of TRAs to explore whether some social value input can be provided to help them refresh their community rooms to make them more welcoming for residents.

The Team also supported a tenant stakeholder panel for the recruitment of the vacant role of Tenant Engagement Officer.

SCIPs continue to support the Tenant and Residents Associations both individually and collectively. 
TRA Networking continues to be positive, one took place in January where the groups gave updates on their groups. Residents from the Charlemont Estate brought along 2 young people to the meeting who are keen to look at funding to support engagement with families and younger people on the estate.

The general meeting in January was very well attended, and attendees were able to comment on the draft Housing Service Standards. Attendees were invited to attend the more in-depth consultation session which took place in February. The team continue to deliver digital training; their latest project focuses on the opportunities for residents to save money by getting the best deals for goods and service or sourcing entitlements.

The annual satisfaction which the Tenant Engagement undertook to get the views of SCIPS members on their performance resulted in a 100% satisfaction with the service SCIPS provides. This was an improvement on the already excellent performance of 86% the previous year.

SCIPs have also continued to support the development of the new Sandwell Tenant Engagement Strategy

TES – Following considerable consultation the Strategy presented to the Safer Neighbourhoods and Active Communities Scrutiny Board on 20 January 2026 and approved by Cabinet on 9 February 2026.

The strategy goes live in April 2026. In the meantime, the team will be working with a small group of tenants to develop the action plan for year one.

The team will also be developing communications for colleagues in housing as the strategy requires a whole service response to be fully effective. SCIPS is also finalising and evaluation report on the work of the Task and Finish Group that developed the strategy as it is important that we learn lessons from our first real attempt to co-produce with tenants.

Going forward a key area will be about raising awareness of the various opportunities there are for tenants and leaseholders to get involved. A key commitment is also around sharing feedback on how the influence of tenants and leaseholders is making an impact.

As stated in the strategy, the Tenant and Leaseholder have a crucial role in monitoring performance in tenant engagement.

A hard launch of the strategy is provisionally planned to coincide with volunteer week which is 2 to 8 June 2026. 

The TES is currently available online and will also be available in a hard copy format for those people who are unable to access it online.

	MS

	7.
	Tenant and Leaseholder Conference 2026 – Update – verbal:

Booked for the 5th September, booked at West Bromwich Albion.
Would like tenants involved in scoping the event and have put out a message to ask for any volunteers. 
TLSG will be updated on developments going forward.
Theme yet to be agreed.
AR – suggested launch on ASB model but is a risk this could take over the whole agenda and change the tone of the event.
PB talked about it being an opportunity to share good work being delivered. 

	CD

	8.
	Update on recruitment to Service Director for Housing role – verbal:

Recruiting for this post, interviews to be in April.
PB will be joining SA and NC on the panel.

	NC

	
	AOB:

NC expressed thank you to PB for all her support and commitment as chair of TLSG. Led and guided group fantastically and thank you for dedication and support. 

	

	10.
	Date of next formal meeting: 
13th June 2026
9.00 am for a 9.30 am start. 
Venue: Sandwell Council House
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