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Welcome to the Solihull Community Housing
(SCH) Delivery Plan for 2017/18.
Events at home and abroad suggest that in the
coming year we will continue to operate within an ever
changing and uncertain political, economic and social
environment.

Continuing financial constraints, uncertainty caused
by Brexit, ongoing implementation of welfare
reforms, the future funding of supported housing
and implementation of the Housing and Planning Act
2016 provisions affecting social housing, all represent
significant challenges for Councils and providers of
social housing services.

The current, relatively new, Government is itself
reshaping its policy priorities, with statements about
supporting the ‘just about managing’ (JAMS) and
creating a ‘shared society’. The Homelessness
Reduction Bill is likely to be enacted which will have
implications for delivery of the homelessness service
and a new Housing White Paper has been published;
setting out the Government’s strategy for tackling the
nation’s ‘broken housing market’.

Solihull is recognised as an attractive place to live and
work but there are significant challenges. Demand for
housing is high and there is an ageing population with

1. FOREWORD
corresponding pressures on health and adult social
care provision. However, this year will also see the
first elected mayor for the West Midlands Combined
Authority region and a devolution deal that will result
in significant investment into the area over the next
few years.

Against this background, Solihull Community Housing
has developed a new Future Strategic Vision (2017 –
2022) to refocus our resources in a way that makes
us better able to respond to the challenges we face
and to support the Council to achieve its priorities.

As we begin the first financial year of the new
strategy, we are pleased to present this Delivery Plan
setting out our planned activity for 2017/18. The
priorities set out in this Plan reflect our continuing
focus on improving the housing management service
and developing our commercial activity in ways that
add value by, for example, supporting vulnerable
people in the community.

Working collaboratively with the Council and other
partners, we can support and enhance the lives of
those living, working and learning in Solihull.

Ashley Lane, SCH Board Chairman

Fiona Hughes, SCH Chief Executive
■ SCH Board Chairman, Ashley Lane

■ SCH Chief Executive, Fiona Hughes
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Solihull Community Housing (SCH) is the Arm’s Length
Management Organisation (ALMO) set up in April 2004
to run the housing service on behalf of Solihull Council.
The Council still owns the properties and is the landlord
but housing services are delivered by us.

We are run by a Full Board made up of four tenants,
four councillors and four independent people chosen
for their specialist skills and experience. Board
members are not paid for their services.

SCH is uniquely positioned through its connections to
the Council and partners, and through its closeness
to communities, to provide a holistic housing function
and a range of other services for the benefit of
Solihull tenants and residents. We have a reputation
for delivering high quality housing services and a
commitment to engage and involve tenants and
customers as we strive for continuous improvement.

We have a new five-year Future Strategic Vision: to
Provide Homes, Improve Wellbeing and Strengthen
Communities, which embraces a continuing
commitment to contribute to the development and
implementation of the Solihull Council Plan.

2.1 Legal Framework and Governance

SCH is an ALMO constituted as a private company
limited by guarantee. Our relationship with the Council
is defined by a Management Agreement which
specifies the services that SCH will deliver and how the
Agreement is monitored and reviewed.

The Management Agreement requires SCH to
produce a Delivery Plan on an annual basis.
The Delivery Plan is an integral part of the
performance monitoring and service improvement
process because it sets out how SCH will deploy
the available resources in the most effective way
to deliver the priority outcomes for the coming year.

SCH officers, the Full Board and its Committees
utilise a comprehensive Performance Management
Framework. Key performance indicators (see pages
21/22) and Delivery Plan targets are reported to the
Full Board on a quarterly basis.

The Council supervises SCH performance and
progress against the Delivery Plan by means of
a Quarterly Monitoring Board, which is chaired
by the relevant Cabinet Member.

The governance arrangements for SCH consist
of the Full Board and its Committees (see below).
In line with the Homes and Community Agency’s
principles of co-regulation, the framework includes
a Scrutiny Committee comprised of tenants
and leaseholders. This Committee reviews
SCH policy and performance in all areas of the
business and looks at trends for complaints and
compliments.

The Homes and Communities Agency (HCA) is
the social housing regulator and SCH supports the
Council to continue to meet the HCA Consumer
Standards set out in the regulatory framework.

2. ABOUT SOLIHULL
COMMUNITY HOUSING

Finance & Audit
Committee

Housing Operations
Committee

Commercial
Committee

Tenant Scrutiny
Committee

(Tenants& Leaseholders)

SCH
Full Board
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We manage just fewer than 10,000 tenanted
homes and some 1,000 leasehold properties,
together with just over 5,000 garages
and a small number of shared ownership
properties.

We manage just over 100 temporary
accommodation units which are sourced
from within the Council’s own housing stock,
supplemented by private sector leasing
properties.

We employ just fewer than 265 staff.

The staff operate from three primary office
locations: Endeavour House in Kingshurst,
and the Asset Management Hub in Chelmsley
Wood, together with a customer facing
Housing Options unit based in Chelmsley
Wood Town Centre.

We also have a CCTV Control Centre in
Kingshurst and maintain a co-located

presence at the Council’s Moat Lane Depot
and the Better Living Centre in south Solihull.

In 2016 we:

• Let 892 council homes through Solihull
Home Options

• In the 12 months to the end of September
2016 we assisted 417 households with
rehousing when homelessness could not
be prevented

• Received 166,386 telephone calls into our
contact centre

• Carried out 46,551 repairs and 8,281 gas
services

• In the 12 months to the end of December
2016, we carried out adaptations to over
2,000 properties across all tenures, which
helped residents remain independent in
their own homes.

Solihull Community Housing – Factfile
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2.2 SCH Services

Housing functions delegated to SCH by the Council
under section 27 of the Housing Act 1985 are delivered
through the following core service areas:

2.2.1 Neighbourhood Services

Providing housing management of the Council’s
residential housing stock, including:

• Rent collection and arrears recovery

• Tenancy management

• Estate management

• Tenancy sustainment

• Money and debt advice

• Customer engagement

• Anti-social behaviour service to Council and private
residents

• Right to Buy and leasehold management

2.2.2 Asset Management

Responsible for maintaining and improving the housing
stock through our in-house team and contractual /
partnering arrangements, including:

• Day to day repairs

• Planned maintenance e.g. window replacement

• Managing the capital investment programme

• Asbestos

• Procurement

2.2.3 Home Options

Providing services to help people resolve their housing
needs, including:

• Provision of housing advice (including money
advice) and / or assistance.

• Managing the Council’s housing allocations scheme
(known as ‘Solihull Home Options’)

• Providing the homelessness prevention, assessment
and rehousing service on behalf of the Council in
partnership with other agencies.
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2.2.4 Customer Services

• Contact Centre for housing services with staff trained
to provide information and advice, with a focus
on resolving enquiries at the first point of contact
wherever possible and appropriate.

• Services can also be accessed at other customer
contact points, including Coppice Way in Chelmsley
Wood Town Centre, and through effective linkages
with the Council’s ‘Solihull Connect’ offices.

2.2.5 Commercial Activity

Providing additional social homes and private sector
accommodation, as well as commercial services to
generate income, including:

• Supporting the Council in the supply of additional
homes through development and prudent, value for
money, acquisition

• Making best use of the private rented sector to meet
housing need, including the needs of homeless
persons

• Increasing the diversity of housing supply to meet local
needs, including supported and extra care housing

• Providing environmental services through the Better
Places service

• Delivering services that support people to continue
to live independently in their own homes through the
SCH Wellbeing service, which includes a range of
services to support and promote independence at
home. This includes services previously known as
Solihull Independent Living (SIL).

2.2.6 Organisational and Business Support
Services

Policy planning, safeguarding, communications,
performance management and governance support
are provided by in-house staff.

Human resources, equalities, IT, legal and financial
management services are provided to SCH by the Council.
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2.3 Customers and Communities

2.3.1 Customer satisfaction and involvement

The resources available to Councils and other public
and voluntary sector agencies to deliver services to the
community are diminishing, but customer demand and
expectation is not.

To address this ‘gap’, service providers have to work
differently: within their own organisations, in the way
they work with each other, and with the people and
communities they serve.

We need to understand our customers better and focus
our efforts based on this greater understanding, as well
as listening to what people tell us they need rather than
what we think they need. Because of the mismatch
between available resources and customer expectation,
we will have to say ‘no’ more often than we would
like. Our aim should be to explain this in an open and
honest way and, wherever we can, look for realistic
and affordable alternatives. We will look to work in
partnership with our customers to provide a service that
meets their particular priority needs.

To achieve this we need to improve the effectiveness of
our communications and interactions with customers.
This Delivery Plan includes priority milestones in this
area, including the implementation of a new web based,
‘real time’, customer satisfaction and engagement
tool called Rate and Review. While technology and
digitalisation of services gives us new, and potentially
far reaching, ways of working with customers, we must
not lose sight of the value of the personal, ‘face-to
face’, contact that is part of our everyday work. So,
in carrying out visits or interviews, for example to
complete repairs or service assessments, we will be
mindful to identify any wider needs and signpost or
make referrals as appropriate.

2.3.2 Equalities and diversity

SCH is committed to ensuring that the principles of
fairness, inclusion and valuing differences remain
a fundamental part of our work. We will continue to
reduce barriers to equal treatment and help build a
fairer environment for customers, communities and
stakeholders. This commitment supports Solihull
Council’s Vision: ‘Everyone has an equal chance to
be healthier, happier, safer and more prosperous’.

We share the Council’s responsibilities to have due
regard to equality, actively promote opportunities for
all and eliminate unfair discrimination, harassment and
victimisation.

SCH’s commitment to fairness, equality and inclusion
is embedded in this Delivery Plan. Although we are
striving to work differently, these new ways of working
should not unfairly disadvantage any of our customers
or sections of the community.

As a structural part of our day-to-day operations,
equality and diversity cuts across all the delivery
themes set out in SCH’s Future Vision and this is
reflected in the work we will do in 2017/18. This
includes the intelligent and appropriate use of customer
profiling information and customer insight analysis.
We will also carry out an agreed programme of Fair
Treatment Assessments to enable us to be confident
we meet the Public Service Equality Duty and to inform
continuous service improvement.
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2.3.3 Working together in the community

SCH recognises its responsibilities to the broader
community. We are a well-established part of that
community, with a wealth of local knowledge and
expertise. Much of our workforce live in the area,
SCH has tenant representation on its Full Board and
the Scrutiny Committee is made up of tenants and
leaseholders.

Public funding pressures have created challenges for all
those working to build, support and safeguard the local
community. This includes those who live and work
here, many of whom are trying to manage their own
competing priorities with less money. Service providers
have to work together in new and innovative ways to
meet this challenge. SCH is actively contributing to the
Community Safety agenda, including locality working
and integrated service delivery involving the Council,
West Midlands Police and SCH.

Early intervention and prevention activity supports the
community and relieves demand on other services. For
example, our Wellbeing service helps people to stay in
their own homes and remain independent for longer.

SCH’s Money Advice Team work with a range of other
services to support residents through the further roll
out of welfare reforms.

We also remain committed to safeguarding and
promoting the welfare of children, and protecting
vulnerable adults from risk of harm. SCH is represented
on both the Children and Adult Safeguarding Boards,
is a virtual member of the Multi-Agency Safeguarding
Hub (MASH) and actively participates in a number other
multi-agency groups and arrangements, all working to
protect, support and build resilient communities.

Working collaboratively with our partners to develop
and implement the Council Plan for the benefit of the
individuals and communities that make up Solihull,
and building effective and enduring relationships with
our customers, are essential components of SCH’s
Future Vision. We will also look to make best use of
the physical and human resources available to us to
deliver our core business, while seeking to add value
by maximising the opportunities that SCH is best
placed to exploit in order to generate income
and achieve prudent growth.
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The Council Plan sets out how Solihull’s Corporate
Vision, Purpose, Ambition and Priorities will be
delivered:

The Vision:

Solihull: where everyone has an equal chance to be
healthier, happier, safer and more prosperous.

Purpose: Lives not services: to be an organisation that
improves lives.

Ambition: Good to Great: to be an organisation that our
citizens and staff say is a great one.

Brand: open; honest; approachable; keeping promises

3. DELIVERING THE
SOLIHULL COUNCIL PLAN

Priorities:

• Improve Health and Wellbeing

• Managed Growth

• Build Stronger Communities

• Deliver Value

The Solihull Way: systematically improving the
effectiveness of the Council by thinking, learning and
working in a lean way.

SCH is committed to supporting the Council Plan,
actively contributing to, and in some cases leading
on, key work streams and partnership arrangements
to achieve the desired outcomes against each of the
Plan’s priorities.

The relationships that we build with customers and the
wider community represent the key to ensuring that
our priorities are right and that the way we set about
achieving them is consistent with the Council’s Brand
and The Solihull Way.
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SCH’s operating environment continues to change.
The cumulative impact of a succession of national
policy measures means that we face the challenge of
delivering the best housing services that we can with
less money and fewer social homes.

A summary of the main measures:

• Rents for social housing homes reduced by 1%
annually from April 2016 for four years

• Social rents to be restricted to Local Housing
Allowance (LHA) rates

• Replacement of properties sold under the Right to
Buy for housing association tenants to be funded
from a higher value void levy on local authority stock

• Ending of lifetime tenancies

• The household benefit cap cut from £26k per annum
to £20k

• Working age benefits to be frozen for four years

• Tax credits and Universal Credit limited to the first
two children in the family

• No automatic entitlement to Housing Benefit for
18-21 year olds

• Restrictions on public sector spending generally

Against the background of these challenges, we have
developed a new five-year Strategic Vision designed
to ensure that SCH’s service delivery and collaborative
work with partners achieves impactful outcomes
focused on meeting the priority needs of those we
serve.

4. FUTURE STRATEGIC
VISION
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SCH Vision 2022:

To

• Provide Homes

• Improve Wellbeing

• Strengthen Communities

This Vision is underpinned by a set of specific objectives
to be progressed through four key delivery themes:
Team; Service; Value; and Growth, as set out below:

SCH 2022 – A Future Strategic Vision
Provide Homes, Improve Wellbeing, Strengthen Communities

SCH Objectives Delivery Theme Outcomes

Provide warm,
healthy homes and
safe places to live

Add social value
through productive
partnerships

Make best use
of assets and
resources

Grow and diversify

Innovate, evolve
and learn

Continual
improvement

Team 2022

• SCH is equipped to deliver the Future Strategic Vision
• Governance is robust and the leadership style motivates

and nurtures
• Shared organisational culture and set of acceptable

behaviours
• Focus on operational and cost performance reduces the

cost to serve

Service 2022

• Clear service offer and delivery specifications
• Managed customer expectations and negative

behaviours addressed
• Accelerated channel shifting promoting digital inclusion
• Savings and efficiency targets realised to sustain

core services

Value 2022

• Fulfil a distinct social mission and set of social value
services

• Operate fully productive partnerships with SMBC and
other agencies

• Contribute to the delivery of the Solihull Council Plan
and realisation of its outcomes

• Make a difference to Solihull residents and communities

Growth 2022

• Grow income from a range of diversified activities
• Build and acquire additional social rent and affordable

homes
• Offer innovative housing products in response to local needs
• Ready to develop a range of affordable tenures
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These delivery themes and operational focus areas will
translate SCH’s five-year Future Strategic Vision into
action.

The Council has provided positive feedback on our
Future Strategic Vision, welcoming the commitment
to support the Council Plan. We will continue to meet
the Council’s expectation that we build on our key
strengths of effective housing management, prevention
of homelessness and providing support to vulnerable
people, while contributing to wider community priorities
in collaboration with partners.

The 2017/18 Delivery Plan encompasses ‘Year 1’ of
the Future Strategic Vision and will be populated with
priority milestones incorporating:

• Significant service improvements in the core
business area of housing management

• Identification of additional commercial opportunities
within the existing organisational framework

• Development of plans and activities to progress
SCH’s Future Strategic Vision

• Activities that contribute to the development and
delivery of the Council Plan

• Equalities and diversity action planning

To assure that operational activity against the four delivery themes is targeted effectively, and to maximise SCH’s
contribution to the Council’s priorities, five key focus areas have been identified. In 2017/18, attention will be given
to developing activity against each of the focus areas.

Vision delivery theme Focus area

Team 2022 A plan for organisational change including embedding a mindset to deliver
value for money and operate commercially

Service 2022 A plan to deliver cost effective services – in particular developing a digital
offer

Value 2022 An offer in relation to locality working to enable SCH to add value and
underpin partnership work to strengthen communities

Growth 2022 A plan in relation to SCH’s role in development

Growth 2022 /
Value 2022

A strategic offer / business plan for wellbeing including collaboration with
Adult Care and Support.
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5. WHAT SCH WILL DELIVER
IN 2017/18

SCH’s priority activities for the coming year are
organised against the four Delivery Themes set out
in SCH’s Future Strategic Vison: Team; Service;
Value and Growth, reinforcing the link between this
Delivery Plan and our longer term strategic objectives.
These delivery themes are strongly aligned with the
Council Plan.

The Milestone Plan, set out at the end of this section,
summarises the priority milestones for 2017/18,
indicating when they will be completed and how they
support the Council’s priorities.

5.1 Team

To operate effectively in the current environment and
to be able to adapt quickly to any future challenges or
opportunities, we need strong and decisive leadership
and a diverse workforce with acceptable attitudes and
behaviours that produce positive outcomes for our
customers.

A new Chief Executive has been appointed to drive
SCH forward towards achieving the outcomes set
out in the Future Vision. At Full Board level we have
new members who bring with them different skills,
experience and fresh ideas. They, together with
established Board members, will complete an appraisal
process, and a training and development plan to
embed good governance will be put into place.

SCH is a service organisation and the most valuable
resource we have is the workforce. During a period of
unprecedented change and diminishing resources, the
demands on our staff are greater than ever. We need
to invest in them so that they can perform at their best
for the benefit of those to whom we provide housing
services.

Different skills and attributes are needed to deliver the
outcomes we want. Leadership qualities are needed
at all levels, traditional attitudes and behaviours
need to shift and a more commercially minded
approach to service delivery is required to reduce
the cost to serve.

In 2017/18, we will begin to address this by developing
a cultural change plan to cultivate acceptable
behaviours, foster the application of commercial
principles where appropriate and promote leadership
development.

The wellbeing of our staff is a primary concern and
we must ensure that people are supported through
change and properly equipped to deliver our priority
objectives. In 2017/18, Team Plans and training needs
assessments will be aligned to desired outcomes.

Enhanced performance management will ensure that
we remain focused on the operational cost to deliver
effective outputs and we continue to strive for more
efficient business processes. This year we will identify
priorities for the utilisation of customer insight /
segmentation and embed these techniques within the
performance management framework.
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5.2 Service

A continuing focus for SCH will be the provision
of cost effective services. To date, SCH has been
successful in making the required budgetary
savings while maintaining front line service delivery.
This will become even more challenging because
of the cumulative effect of the year-on-year rent
reductions. Tailoring services to meet priority needs,
understanding the real cost and value of service
delivery when making changes, and managing
customer demand are priority objectives.

In the coming year, with the agreement of the
Council, we will develop a service ‘Charter’ or
‘Promise’ which will clearly set out the service
offer and delivery specifications for customers,
mindful that they should be accessible and
appropriate to meet diverse needs.

In Asset Management, we will complete the
restructuring of the service which started last year in
order to make best use of staffing resources to deliver
our business priorities. A capital works programme
will be delivered, maintaining the integrity and
improving the condition of the Council’s housing stock
in the most cost effective way. This will be supported
by our revised Asset Management Strategy which
will be completed in quarter 1. We will also bring
into operation revised repair priorities, reducing the
number and make them simpler to understand.

During 2017/18, the restructure of the Housing
Options function will be implemented. This is high
demand service, assisting customers in need of
accommodation. The new structure and customer
pathway arrangements will allow Housing Options
staff to have a greater focus on preventing
homelessness and providing assistance to people
with complex needs. We will also begin planning for
new legislation to prevent homelessness.

In 2017/18, a pilot arrangement will be implemented
whereby St Basil’s will provide initial triage
assessment and prevention advice to young people
seeking accommodation. St Basil’s staff will work
alongside SCH staff and we will continue to discharge
any statutory homelessness duty that may arise. We
will also build upon other partnership arrangements,
such as those in place to assist older single persons
and rough sleepers.

Last year, we worked with the Council and a
range of stakeholders to review the Housing
Allocations Scheme in the light of the changing
housing policy and welfare reform landscape.
Final recommendations will be brought forward
once the detailed implications of the Government’s
tenancy reforms have been assessed. Any resulting
operational changes will be implemented by SCH
during the course of the year.

Increased digitalisation and online service options
can be cost effective ways to deliver services. During
2017/18, SCH will launch a new customer portal and
aim to increase the number of tenants using the digital
logbook and online service delivery, ensuring that
customers who are not able to access such options
are not disadvantaged.

Working in partnership with customers to shape
service delivery to meet identified priority needs is
a key objective for SCH. In 2017/18, SCH will
implement a new web-based customer satisfaction
and engagement tool to enhance this work. Learning
from a programme of Fair Treatment Assessments
and periodic ‘health checks’ will further inform service
changes and delivery.

This year will also see implementation of a quality
assurance framework which, taken together with the
key performance indicators, will maintain our focus
on continuous improvement.
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5.3 Value

The focus for this delivery theme is for SCH to add
value and underpin partnership work to strengthen
communities. Our work will contribute to the Council
Plan: including support for the adult social care agenda,
working together to tackle homelessness and making
neighbourhoods better and safer places to live.

We will develop our wellbeing offer to support
the partnership approach to prevention and early
intervention. We will also work jointly with the Council
to assess and prepare for the implementation of
further changes in housing policy. Overall we wish
to play our part in a shared commitment to make a
positive difference to Solihull residents and diverse
communities.

We will work with the Council to achieve the remaining
Homelessness Gold Standard Challenges and support
delivery of the Homelessness Strategy Action Plan. The
Homelessness Reduction Bill is likely to be enacted this
year and, together with the Council, SCH will assess the
implications for delivery of the homelessness service
and prepare for implementation of the Act.

Commencement of the Housing and Planning Act
provisions on the restriction of lifetime tenancies is
expected in the autumn of this year and we will work
with the Council to amend the Tenancy Strategy and
Tenancy Policy as necessary. Further joint working will
be undertaken to consider the potential implications
arising from the new Housing White Paper.

Our current assessment of the condition of the housing
stock is that it is good overall. The Decent Homes (DH)
programme raised the overall physical standard of the
asset, including stock which was improved to a level in
excess of the DH standard. This has been maintained
by ongoing capital investment in planned and cyclical
works, and there has been no need to implement any
large reactive remedial work programmes. The stock
is generally in use, with measures in place to limit
the impact of any inherently difficult to let properties.
However, in 2016/17, in conjunction with the Council,
we commissioned a review of the Asset Management
Strategy.

Working with the Chartered Institute of Housing (CIH),
we are developing a new Asset Management Strategy
that will be informed by an assessment of how the
managed assets are performing in both financial and
non-financial terms. This holistic approach, takes into
account quantitative and qualitative factors that go
beyond simple physical condition and will inform a
refreshed set of priorities for future investment. Findings
from the review will be presented in the first quarter of
this year and, once jointly approved with the Council,
implementation of the new Asset Management Strategy
is planned for the second quarter of 2017/18, and will
inform future capital investment decisions.

SCH will continue to take an active role in progressing
neighbourhood integration work and the development
of locality working, as well as working collaboratively
to address the impact of the ongoing implementation of
welfare reforms.
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5.4 Growth

SCH has to date performed well in delivering savings.
The other side of this coin is being alert to opportunities
for prudent growth of commercial activity to generate
income and to develop much needed affordable
housing.

This year, SCH will develop a Commercial Business
proposition and explore the extent to which commercial
principles may be developed and applied. This will
involve acquiring a thorough understanding of current
and projected costs in the context of productive outputs
(measured in both quantitative and qualitative terms).
This activity based costing approach provides a clear
focus on productive time and maximising the return on
assets employed.

A particular priority is to grow the Wellbeing service,
expanding the scope of prevention and early
intervention activity to support the adult social care
agenda. We will develop a strategic offer and business

plan for our Wellbeing service, seeking a strategic
partnership with the Council to assist Adult Care and
Support, and contribute to developing cost effective
services across the borough.

SCH is also assisting vulnerable people by diversifying
the range of new build provision. In 2017/18, a new
supported housing scheme for homeless persons will
open in Chelmsley Wood and work will commence on
site to develop an extra care scheme in north Solihull.

Faced with the challenge of a diminishing social
housing stock, we will continue to explore the business
case for SCH to expand its role in bringing forward new
housing in a way that is responsive to local, diverse
needs. During 2017/18 we will work on scoping a post
April 2018 Development Plan in conjunction with the
Council.

The Milestone Plan below summarises the priority
milestones for 2017/18, indicating how they
correspond to the Council’s Plan.

Delivery Plan Milestones 2017/18

Delivery Theme Outcomes Milestone By When

Team 2022

Supporting the
Council Plan
Priority:

Deliver Value:
the customer and
employee journey
(The Solihull Way)

SCH is equipped to deliver
the Future Strategic Vision

Appoint new Chief Executive Q1

Governance is robust and
leadership style motivates
and nurtures

Board appraisal process complete,
and training and development plan
in place

Q2

Shared organisational
culture and set of acceptable
behaviours

Develop cultural change plan
addressing acceptable behaviours
and leadership development

Q3

Focus on operational and
cost performance reduces
the cost to serve

Team plans and training needs to
be aligned to desired outcomes

Q1

Customer insight priorities
identified and plan for embedding
in performance management

Q2
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Delivery Theme Outcomes Milestone By When

Service 2022

Supporting the
Council Plan
Priority:

Building Stronger
Communities

Clear service offer and
delivery specifications

Develop a customer Charter /
‘Promise’

Q3

Implement the quality assurance
framework through an agreed
programme, starting with
Compliance and moving
on to the Contact Centre

Q1-Q4

Managed customer
expectations and negative
behaviours addressed

Implement the ‘Rate and
Review’ customer satisfaction /
engagement tool

Q1

Accelerated channel shift
promoting digital inclusion

Go live with customer portal as
part of the digital offer

Q2

Increase digital logbook users
& online service delivery

Q1-Q4

Savings and efficiency
targets realised to sustain
core services

Utilise customer insight to inform
service delivery

Q1-Q4

Implement Housing Options staff
restructure to increase the focus
on prevention and raise quality

Q1

Complete Asset Management
restructure

Q1

Operate revised repair priorities Q1

Implement recommendations from
review of the Housing Allocations
Scheme

Q1-Q4

Deliver capital programme works Q4

Complete programme of FTA’s
/ E&D Health Checks & use
outcomes to inform service
delivery

Q1-Q4
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Delivery Theme Outcomes Milestone By When

Value 2022

Supporting the
Council Plan
Priority:

Building Stronger
Communities

And

Improve Health
and Wellbeing

Fulfil a distinct social mission
and set of social-value
services

Develop a business case for
Wellbeing and scope a strategic
offer to SMBC, including
collaboration with Adult Care
and Support

Q4

Work with the Council to achieve
remaining Homelessness Gold
Standard challenges

Q1

Operate fully productive
partnerships with SMBC
and other agencies

Work with the Council to deliver
2017/18 SCH inputs to Homeless
Strategy Action Plan

Q4

Support the Council to review
the Tenancy Strategy and
amend Tenancy Policy in light of
implementation of restriction of
lifetime tenancies

Q3

Support the Council to assess
implications of, and plan for,
implementation of Homelessness
Reduction legislation

Q1-Q4

Contribute to the delivery of
the Solihull Council Plan and
realisation of its outcomes

Jointly evaluate potential
implications arising from
Housing White Paper

Q1-Q4

Publish new Asset Management
Strategy in conjunction with SMBC

Q1

Implement new Asset Management
strategy

Q2

Make a difference to Solihull
residents and communities

Progress neighbourhood
integration work and develop
locality working

Q1-Q4

Implement joint plan to address
welfare reforms

Q1-Q4
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Delivery Theme Outcomes Milestone By When

Growth 2022

Supporting Council
Plan Priority:

Managed Growth

Grow income from a range
of diversified activities

Develop Commercial Business
Plan and explore extent to which
commercial principles may be
developed / applied

Q2

Open Ipswich Walk new build
supported accommodation scheme
for homeless person (21 units)

Q1

Build and acquire additional
social rent and affordable
homes

Complete allocation of Richmond
Road new build scheme
(17 units shared ownership)

Q1

Progress 51 unit Coleshill Heath
extra care scheme (estimated to
complete 2018/19)

Q1-Q4

Progress Cambridge Drive (9 units)
and Greenhill Way (5 units) new
build subject to financial viability
(planning permission obtained)

Q1-Q4

Offer innovative housing
products in response to
local needs

Review HRA land opportunities for
smaller scale development

Q4

Scope a post April 2018
Development Plan in conjunction
with the Council

Q4

Ready to develop a range
of affordable tenures

Complete feasibility of establishing
Social Lettings Agency

Q2
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Ref Title Target 16/17
Current

performance

Good
performance Proposed

target 17/18

Neighbourhood Services

Income collection & welfare reform

NS1 % rent collected of rent due 97.90% 97.85%  97.90%

NS2 % leaseholder service charges collected 98.50% 98.84%  98.50%

NS3 % former tenancy arrears collected 15.00% 16.72%  15.00%

NS4 % Rent paid by Direct Debit 35.57% 35.22%  38.00%

WR1 Number new Money Advice cases 400 506  650

WR2 Benefits awarded due to Money Advice Team intervention (£'s) £400,000.00 £959,676.90  £650,000.00

WR3 Reduction in arrears due to Money Advice Team intervention (£'s) £160,000.00 £190,795.33  £220,000.00

Tenancy management

NS6 ASB cases completed to satisfaction of customer (private / public) 80.00% 90.00%  85.00%

NS7 % high rise blocks passing inspection (cleaning) 96.00% 93.99%  96.00%

NS8 % low rise blocks passing inspection (cleaning) 96.00% 95.27%  96.00%

Home Options

HO1 Average stay in temporary accommodation (all) - days 100 100  100

HO2 Average stay in temporary accommodation (HRA) - days 120 97  120

HO3 Average stay in temporary accommodation (Budget hotels) - days 42 0  14

HO4 Homeless cases determined within timescale 80.00% 74.83%  80.00%

Well Being

WB1 % Minor adaptation works completed on time 97.50% 100.00%  97.50%

WB2 % Major adaptation works completed on time 95.00% 98.21%  95.00%

Performance Summary 2017/18 proposed targets
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Ref
Title

Target 16/17
Current

performance

Good
performance Proposed

target 17/18

Asset Management

AM1 % properties with valid gas certificate 100% 99.96%  100.00%

AM2 % jobs completed in timescale - All repairs 97.50% 98.03%  97.50%

AM3 % appointments made - Response repairs 66.00% 95.72%  95.00%

AM4 % appointments kept - Response repairs 96.00% 96.26%  96.00%

AM6 Average number of repairs per property New 3.97  3.33

AM7 % repairs completed right first time New n/a  90.00%

Voids and lettings

VL1 Average re-let time of voids - days 31 24  21

VL2 Average void repair time - days 18 11  10

VL3 Average time from repair complete to relet - days 14 13  11

VL13 % rent loss due to voids 1.20% 1.10%  1.00%

VL16 Number of voids 100 78  85

Corporate

CR1 % complaints resolved at stage 1 90.00% 93.68%  95.00%

CR2 Overall satisfaction with SCH 85.00% 93.80%  85.00%

CR3 % calls abandoned (Contact Centre) 5.00% 4.11%  5.00%

CR4 % calls answered in 30 seconds (Contact Centre) 70.00% 72.37%  70.00%

CR5 Short term staff sickness absence New 3.78  4.00

CR11 Enquiries resolved at first point of contact (Contact Centre) 80.00% 88.01%  80.00%
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SCH, working closely with the Council, has embedded
a robust system of financial control. This facilitates
sustainable service delivery, while ensuring that the
necessary savings requirement is met. We also participate
in the Budget Management Framework established by the
Council, reporting into the Budget Strategy Working Group.

We will invest £18m in the housing stock in the coming
year. Implementation of the new Asset Management
Strategy will inform an intelligence based approach to
future investment decisions. Capital investment will be

agreed through Solihull MBC.

Risk management

Any emerging issues arising from Delivery Plan activity
will be identified and recorded on the relevant risk register.
All risks will be monitored regularly in accordance with
SCH’s Risk Management Framework.

6. FINANCE AND RISK
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Phone: 0121 717 1515

Website: www.solihullcommunityhousing.org.uk

Email: info@solihullcommunityhousing.org.uk

Typetalk: 18001 0121 717 1515

Text: 07781 474 722

Get in touch
facebook.com/solihullcommunityhousing twitter.com/@solihullhousing

solihullcommunityhousing

For live updates join us on social media.

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House
Meriden Drive
Solihull B37 6BX


