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Tenant & Leaseholder Scrutiny Group 
Saturday 13th June 2026 
9:30am – 1:30pm
Sandwell Council House

Interim Chair – Aynols Reid

Minutes 

	Circulation:

Scrutiny Members
	
	

	Shenalee Brown
Stembile Mhlanga 
Lenny Harris      

	Aynols Reid 
Ali Yassin               

	Anthony Averis
Alison Allen


	Councillors
None present.                

	

	

	Sandwell MBC
Christine Davis
Alex Powell 

	
Sarah Ager                                  Manny Sehmbi

	

	Apologies: 
                    

	
Nigel Collumbell

	


	Items for Discussion

	1.
	Introduction to Formal Meeting:    

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

Minutes of previous meeting 21/03/26 - No amendments were requested, and the minutes were approved and accepted as an accurate record by AR and TA. 


	Chair

	2.
	Action Log Review:

All outstanding actions reviewed and action log updated   

SA – confirmed on request of leaseholders, Sandwell Gas contractors will undertake gas safety checks etc. This option for leaseholders has been available for a number of years.

SA – confirmed that EICR testing is not currently offered to leaseholders. This has been looked into but as the responsibility sits with the leaseholder to fix any failures it was felt it is not appropriate to offer this service.

SA confirmed that the schedule to inspect smoke detectors in all electric properties will now be in sync with regulatory requirements.

She also confirmed that it is not a legal requirement for council to have copy of EICR from leaseholders. In current leases, leaseholders are required to ensure that all electrics are in safe working order. There is a difference between ‘older’ lease and a ‘new’ lease.

In regard to satisfaction levels relating to backlog repairs SA confirmed transactional surveys are done. However, the surveys do not distinguish between the backlog and other repairs. Work is ongoing relating to data extraction to separate backlog data from general repairs– SA has asked for that to be included in the dashboard.  The repairs backlog should be cleared by October.

ACTION – SA will share the data with Chris to circulate to the group

Asbestos Checks – SA Confirmed there is a small inhouse service, but most inspection and the removal of asbestos is currently outsourced.
Tony asked, if general repairs are being done in communal areas, would asbestos be picked up and dealt with.
  
SA confirmed all communal areas have been inspected for asbestos and that if found it is removed, even if it’s a small amount as this will bring about savings in the long term.  SA has dedicated resources to dealing with asbestos.  
SA advised they are also looking at collating data about asbestos in homes – there is not the same legal requirement as required for communal areas, but collating information will help in advising repairs/voids contractors.

There was a further question about the rules to dispose of asbestos if the property is occupied.  SA confirmed strict safety guidelines are followed but decanting is not always necessary to safely remove the asbestos.

Door Frames – It was confirmed by SA that door frames are included in door inspections as they’re part of the door set. Teams attending blocks can routinely inspect external side of door but still need to visit to check internal side of doors and will make repeat attempts to access.

Question regarding fire safety and integrity of communal doors – e.g. a main entrance door – SA advised she would think so but for clarity would double check  

ACTION: SA to check rules on checking main doors in communal blocks

	


CD




SA

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

SA provided the group with an update relating to the Housing Improvement Plan moving into phase 2.
She confirmed the Regulator is comfortable that progress is being made but they are requesting quarterly meetings with Directors to ensure the traction and pace needed is being supported corporately.

Meeting with the Regulator on 10 June 2026 was positive. They confirmed that the focus going forward needs to be on outcomes.

Need to ensure that newly elected Members are updated so they can provide challenge.

In terms of reporting a Tenant Impact Column has now been added.

Moving into phase 2 has been a chance to review – there is still a long way to go but a lot has improved over the past 12 months.

The Regulator would like to see more oversight as there are multiple dependencies that fall outside of housing e.g. Legal, Procurement. These areas will need to understand what the service requires to bring about the required improvements.

A new board is being set up which will be chaired by the Chief Executive and will have an independent advisor who will be a housing specialist and act as a critical friend. It will also include the Senior Leadership Team within the council.

A company called Frankham’s has also been appointed to provide assurance and will provide 3rd party audits on the Big 6 – Gas Safety, Electrical Safety, Fire Safety, Asbestos Management, Water Hygiene (Legionella) and Lift Safety.

The aim is to put right all the root causes of why the organisation received a C3 rating and 3rd party assurance that we are getting things right.

Competent People - SA explained another theme is the regulatory requirement to demonstrate ‘Competent People” which is part of Competency and Conduct regulations coming into force in October 2026. This is not just about technical skill sets but also a professionalisation of the sector. 
Some Heads of Service have now achieved their CIH Level 5 (Chartered Institute of Housing – Level 5 accreditation) and some are embarking on it. 

The service needs to be responsive, and restructures are taking place to address the root causes and to build in future-proofing.

This will also include reset of values and behaviours with the aim to have an engaged and motivated workforce.

Systems and Data – C365 has been implemented – there is not the full functionality, but hybrid systems are being worked on to maximise what can be done and information that can be put into the system.

There has been no further progress on procuring an integrated housing management system due to various obstacles including the changes to procurement legislation.

There is a need to look at what is possible in the interim as there is now not a date for the new system to be in place.

In terms of vulnerability data, information is being collated but currently this is disjointed. Currently work is being done to look at how this information can be triangulated so that tenants don’t have to keep sharing the same information repeatedly.

Best Practice – How we improve our systems.  

SA explained this is about improving transparency.  There are new strategies, policies and procedures that we didn’t have previously – which are now all available online so tenants can access them.  
Also, quarterly complaints reports are being produced so we can see where we’re going wrong and recording the corrective action being put in place.

Standard Operating Procedures (SOPs) are being put in place and repairs teams are no longer split ‘north and south’ of the borough. Jobs will therefore be allocated where demand is.  This restructure has enabled consistency across the whole borough and staff, and new starters are clear about what is expected of them.

TAG have done some work reviewing processes and feeding back to us, so we improve our processes further.

Improvements made to performance scorecards: 
We have improved data and there is work underway to be able to publish some data on the website.

There was a question about best practice.  Tony understood that the council used to have two gas service contracts, one in the north and one in the south, but there is currently only one contractor, he asked if an additional contractor will be appointed again. SA that would not be the plan. Going forward the plan is to reduce the number of contractors being used. Fewer contracts are better value for money and economies of scale.  With current contracts the volume of work can be too small for some contractors and with some smaller contractors, if they have staff shortages this has a knock-on effect –She explained that larger contractors have reliability and wider reach for peaks. She noted that there was still a commitment to local SME’s (Small and Medium Enterprises) but by using larger contractors they take on some of the risk if there is a failure to deliver.

Agreement is also needed on what the internal resource (DLO) will deliver and what needs to be contracted out.  
A different delivery model for repairs will be in place by 2029.

TA suggested relying on single contractors was a risk if they failed to perform. SA appreciated TA’s view and explained that there are pros and cons in both more and less contracts. The council also has options for inhouse support and can direct award if needed.

Achievements - 
SA updated on the progress made since the C3 judgment was received and where we are now, sharing data on the repairs backlog, EICR remedials and stock condition data. 

SA emphasised that it was important to be realistic, explaining that not 100% of current repairs jobs known as Work in Progress – WIP are completed on time. The number of WIP overdue has reduced significantly. By December they should be managing the demand as it comes through. Already reduced from 77% (of all WIP being overdue) to 33% (of all WIP being overdue).

TA notes the overdue figure of 33% was a significant improvement.

-Asbestos now at 100% 

- EICR remedials – new process in place – the majority of electrical remedial works are being done at the time of the inspection, By July 2026 all outstanding remedial work should be completed, the current performance is at 95%. 

-Stock condition data – on track to have 100% surveys completed by the end of the year.

Objectives for 2026/27 - Actions, challenges and risks and mitigation.

The actions covered included:
-completing the repairs backlog
-completing the stock condition survey 
-ensuring a more consistent collection of customer vulnerability data
-stabilising the repairs function
-maintaining compliance for the ‘Big 6’ and developing a compliance system to maximise action management. 

-In terms of the historic repairs backlog, contract management is keeping expected performance on track.

- There was a question about vulnerability data and how it was gathered. Systems is one issue, but it is also about where the information is held. SA advised that Tom Hogan was leading on this.  Working out what data is actually needed, how to get it and then what to do with it including GDPR considerations in terms of data sharing.

ACTION – CD invite Tom come to a future meeting about vulnerability data 

TA shared a view that the council should ask tenants to inform them of any changes and let them know other data they should be informed about.

CD added that some tenants have provided information. 

AR explained the importance and considering how the data is kept up to date.  

- 25 multi-trade posts will be appointed 

-A review will also take place on script paths. This is required to address:
· Repairs that are tenant responsibilities being reported as repairs
· Prevent duplication of requests
· Reduce the reporting of the wrong information leading to the wrong priority being given
-A Capital Programme will also start in Autumn 2026. The contract will cover things such as replacement kitchens and bathrooms which will mean DLO, and responsive repairs can concentrate on day-to-day repairs.

- An Access Policy has been drafted which will go to Cabinet soon to address issues where tenants are refusing access to their properties.

-Performance is positive on all the Big 6 but this high compliance rate will need to be maintained. Therefore, additional resource is being put into compliance,

In 6 months’, time there will be a live dashboard

SA added that there will always be a need for data cleansing. 

It is possible the dashboard will be ready sooner. but to plan for it to be on the agenda in 6 months’ time. 

AY highlighted that all the teams seem to be working in silos – it’s possible to bring all that data together in a new system. And that data cleansing could be relatively simple if resourced,

ACTION: SA Demonstration of Dashboard and data cleansing – agenda item in 6 months


Ambition for the future:
To improve and attain a C1 from the regulator – a mission statement was shared from the presentation.

Key Measures of Success:
Including 100% compliance, consistent improvements in tenant satisfaction, high levels of assurance from internal and external audits and workforce engagement levels being consistently above 70%. 

HIT Phases
SA confirmed that until the service is inspected it is not possible to confirm that the organisation is now C2.

An inspection could take place any time before 2028.

SA explained that having hit all the main actions on the improvement plan phase 2 has now commenced – this next plan will be setting out the journey to C1, working towards the ambition to become an exceptional landlord. 

SA reconfirmed that commitment is needed from the whole council and having the Chief Executive on board will help this.

AR stated he felt the Chief Executive and the Cabinet Member for housing will need to drive this through.

AR added that he was pleased with the document, there is a clear tenant focus which is what the regulator should want to see.  SA supported AR’s view, adding that the regulator judges mainly on outcomes not methodology.

AY thanked SA for her openness and for being honest.  He also highlighted the need for a glossary due to some of terms and acronyms within the document. He suggested on the last page.

- ACTION: CD - In the future, where appropriate, a glossary will be provided

SB asked if operatives are given scope to use their discretion if they attend to carry out a repair and are able to resolve other issues. SB felt it was positive that an additional small job had been completed during a repairs visit. SA confirmed discretion can come into it of the job is straight forward. However, how long the task would take to complete and the expertise of the operative would also need to be considered.

CD shared on screen an infographic that AY had created to reflect the HIT plan. The Infographic represented the original position flowing through to the Vision for 2027 and beyond

SA was impressed and would potentially share it to the Regulator from a tenant’s perspective.

AY suggested that graphics and infographics could be used on the website to make it easier for tenants to report problems.

ACTION: Chris to share AY’s infographic with SA 


Update on Awaab’s Law 

Recruitment, training, system development, triage pathways have taken place to ensure we have full operational control. 

Reports on damp and mould reporting has increased significantly since the new legislation came into force.

There is now automatic scheduling of inspections and fungi-wash appointments. The aim to be out within 24 hours.  This may be done sooner if there are any known vulnerabilities in the household.

The sharing of information between tenancy management and repairs is vital.

Approximately. 600 cases per month are being reported – There is a need to further analyse the data, such as repeat calls.  Cases should not be high long term when there are 27,000 properties.

The initial hazard is remedied within 24 hours with a fungi-wash (unless there is no access) and an inspection carried out. If there is no access two further attempts are made to make an appointment with the tenant. If there is still no response the case is not closed, a referral is made to the relevant Housing Service Officer.
TA asked about access issues and how the council are calculating that data.  SA replied:
if no access, it is it is automatically reported as a new job. 
A new appointment is automatically created.
A card is posted through the door and a photo taken.

SB suggested there should not be a reliance on calling cards and that operatives should try other forms of communication e.g. phone calls

SA clarified that the operative should also phone before leaving a calling card in addition to sending a text in advance to advise they are on their way to the property.
 
SB highlighted there can be issues with the timing of the text messages. SA advised productivity data and spot checks should address this. 

AY highlighted – that “just dropping a card” in an issue – SA acknowledged this can be a culture and aptitude issue, but this is changing 

Discussion took place on whether the 12-week target for completion of damp and mould remedials was being met.

A new contractor is on now on board – the contract commenced May 2026.

There are instances where it has not been possible to complete works on time. SA gave an example of an ongoing issues in a set of high-rise blocks in Smethwick where the problems go back a few years which cannot be resolved quickly.

TA asked if the council enforces decants when the property conditions are very poor. SA advised enforcement is very difficult if tenant does not wish to move out.

TA asked – can you enforce decant, if it’s not safe for people to stay? SA confirmed enforcement is very difficult when tenants don’t want to leave but they have been able to resolve issues without needing enforcement. 

TA asked if the 12 weeks is for commencement of completion of remedial work?  SA replied that it is completion. 

Tony asked for a comparison from now and next 3 months – 

Action Comparative data on Damp and Mould to be presented at next meeting
SB asked about the reports – SA – confirmed it is a legislative requirement that the report is shared with the tenant.

AA confirmed that she had had a positive experience of the process.

	NC/SA

	4.
	Update on Voids Pilot – verbal – Sarah Ager

Full restructure of the voids process will be in place in the next few months.
Previously had six contracts currently down to two. However, both contractors are struggling with capacity. The void turnaround is very high at average 154 days which is unacceptable.
A new voids contract is being developed which will cover, asbestos, kitchens, bathrooms, rewires and a new financial model which will deliver for example:

· Basic void (minimal works) – 5 days turnaround  
· If need new kitchen and new bathroom - 15 days turnaround
If the contractor doesn’t hit the target, they will be charged the council tax and rent loss until work complete.  This will incentivise the contractor, to meet the targets.

There will put a lettable standard within the contact.  There will be one contractor, and a contract manager will robustly manage the contract.

In addition to the voids contract there will be internal changes which again should improve void turnaround time.
 
TA asked if abandoned goods was impacting on the high turnaround time. SA confirmed the new contract will cover everything including clearance and garden clearance.

AR having done a quick calculation questioned whether the financial penalties would impact a large contractor. SA affirmed that fact it is a large contract at £40 million and companies are profit driven.

AY requested an update on voids at the next meeting.

Action - CD – Voids Update to be added to agenda for next formal meeting
	SA

	5.
	Tenant Engagement Update including update on Tenant Engagement Strategy: (Manny Sehmbi)

MS went through the report covering tenant engagement activity over the quarter and upcoming plans.

The Tenant Auditors have completed their damp and mould audit. They received over 90 responses to their tenant survey. Their report along with recommendations is with the Head of Repairs.

In terms of resident building safety, all resident engagement strategies for the 54 high-rise blocks should be online by July 2026.

The number of Block Reps has doubled from 5 to 10, and a term of reference has been agreed.

The Communications Group is pulling together a workplan for the year and is also developing a term of use for the “Approved by Tenants” logo.

The Complaints Panel had its first meeting on 1 May 2026.
TA enquired if the Panel looks into compensation. MS confirmed the Panel reviews closed complaints so does not decide what compensation is awarded but they will review what payments are made and give feedback. MS also confirmed there is a Compensation Policy to ensure consistency.

Also highlighted was the contribution of TLSG members to the drafting of the new annual report to tenants, suggested amendments to the Anti-Social Behaviour policy and a review of the performance of the Housing Hub.

Other examples shared, covered continued engagement with young people, including a young person joining a member of TLSG and TAG in forming part of the interview panel for the post of Director of Housing.

There has also been the social value project at St Mary’s House, pop up events in each of the 6 towns, the Tenant Celebration event on 3 June 2026 and the development of a new evaluation form to provide qualitative and quantitative data on tenant engagement activities,

Also shared was an update on activity undertaken by SCIPS. 

It was also confirmed that the Tenant Engagement Strategy is now live. It was officially launched at the Tenant Celebration Event on 3 June.  

The year 1 action plan has been agreed. The focus now is on delivery.

Upcoming activity:

· Following Alex starting on 1 June as Tenant Engagement Officer there will be a further expansion of the Team when Suki Gill starts her role as Team Leader on 27 July 2026.
· A series of focus groups are planned for June and July to understand tenants’ satisfaction survey results. 
· facilitating consultation on several upcoming policies 
· Identify training opportunities for involved tenants to develop skills and build capacity.
Discussion also took place around the proposed new housing mission statement.

Preference so far is:

“Better homes, better living, better future”

MS advised that NC wanted to double check if the group felt that in addition there should be subsets of the overarching vison to drive improvements.


All agreed that better to keep it simple and keep that one strapline, 

	MS

	6.
	AOB:
None recorded


	

	7.
	Date of next formal meeting: 
26 September 2026

9.00 am for a 9.30 am start.

Venue: Sandwell Council House
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