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Welcome
to our revised business plan for 2020/21

Our town continues to face some challenging circumstances and we

live in turbulent times. We are now also in the midst of a major

public health crisis which is prefacing an economic crisis of a scale

unprecedented in recent memory. 

Blackpool has a track record of resilience and tackling problems

head on and being ambitious for its residents, so we approach this

revised plan with confidence that we can continue to deliver all our

services to a high standard while making a positive impact on the

lives of individuals and families.

Maximising growth and opportunity across Blackpool

Creating stronger communities and increasing resilience

Our plan is designed to deliver the best possible services we

can for our tenants and customers but also to outline how we

will work as a wholly owned company of Blackpool Council to

deliver the Council’s objectives of:

We also know from recent experience we will need to continue to

demonstrate the flexibility and commitment that has ensured we

have worked well through the initial phases of the pandemic.

We remain ambitious and recognise that we have to drive change

locally within our business, across the family of Council owned

companies and with our wide range of partners.



In particular we aim to respond to the challenges created by COVID

and build on the additional range of support services that help

individuals and families build a stable platform based on secure,

affordable good quality housing. We also recognise that it is not

enough to perform well with the management of council owned

housing; if Blackpool is to thrive we must help improve the wider

housing market to raise standards for all residents regardless of

tenure and work to improve the life chances for all residents.

While our core purpose remains the same, we now know our operating

circumstances are significantly more risky than they were just a few

short months ago. We will need to be flexible to adapt to new working

arrangements and be alive to the increasing economic and social

pressures our customers are facing for the foreseeable future. 

BCH also has to have an eye on the medium term future and will play

its part in tackling the worst effects of climate change. As part of this

year's plan will set a baseline for the business and start taking steps

to reduce carbon use as we move towards our target of being carbon

zero by 2030.                                                                                 



We remain convinced that despite the
challenges faced by the whole town that it is
still in our hands to make a difference for local
residents and the rest of this plan reflects on
our challenges and our opportunities but more
importantly sets our ambition for the next
twelve months and beyond – an ambition we
are convinced we will achieve.



How are we doing?

2019/20 has been a year of challenge and success.

We set ourselves some testing objectives designed

to consolidate core services while also developing

new areas of work specifically designed to increase

community stability and resilience. 

We were once again ranked among 24Housing's top

50 landlords in the country and featured as one of

the top 5 ALMO's in this prestigious list. 

We have seen individual services gain external

accreditations and seen some of our most engaged

tenants get well deserved national recognition for

their efforts. 

In our last plan produced 12
months ago, we said we would... 

"Maintain quality in our 
core housing services"



Over the past year we have...
retained our externally validated accreditations for our ASB

work, the Lettings service and our Rent collection service.

added accreditations for our community and customer

engagement and for our repairs service.

continued to improve performance across our key

indicators.

maintained properties at a decent standard through our

capital investment with a rolling programme of kitchen

and bathroom replacements and boiler upgrades on top

of crucial investment in property safety and structure.

taken final possession of the new Queens Park

neighbourhood with the development winning and

being shortlisted for a number of national and regional

development awards.

embarked on the replacement of the Troutbeck deck

access blocks with demolition having been completed and

a local contractor appointed to build 74 new family homes.

completed the development of Hoyle House, a mixture

of supported housing for learning disability clients and a

number of general needs units.

Artist's impression of the 
new Troutbeck development



In our last plan produced 12
months ago, we said we would...

"Invest resources in gaining a
better understanding of our

housing market to make sure
our interventions make the

maximum impact for residents"

Over the past year we have...
Established a small team dedicated to providing

performance information to services to drive

improvements.

We used the same team to analyse market data on a

regular basis to inform and underpin development

choices avoiding expensive one off costs each time we

embark on a new development or investment.

We have produced detailed data on resident feedback

to help better target the way we deliver our core

services.



Over the past year we have...

In our last plan produced 12
months ago, we said we would...

consolidated and grown our

Positive Transitions service

which provides support to

care leavers as they move to

independent living.

helped Jobs, Friends and

Houses to a position of

financial stability working

alongside the independent

board to acquire new

recovery houses and

successfully bid for grant

support to expand services

in the community.

taken on a supported

housing development for

the Council that had

stalled and produced

general needs properties

alongside the specially

designed accommodation

for adults with learning

difficulties.

"Use our core services to foster
resilience among our tenants

and customers"

Invested in a new post to

stimulate community

activity and interaction at

our community centres

built around sheltered

accommodation producing

new groups and activities

for residents experiencing

isolation.

Exceeded by over 100% the

targets set for our

employment support

project 'More Positive

Together', leading to

additional funding to

continue the vital work of

getting people back to work

and meaningful activity. 



In our last plan produced 12
months ago, we said we would... 

Over the past year we have...

"Work with our partners to
make an impact on the wider

housing market"



The emergence of COVID-19 in the first part of 2020 represented a

threat that has rarely, if ever, been experienced in this country. A

huge and pressing demand for revised service provision coupled

with an immediate need to protect staff and customers from the

virus while simultaneously continuing to deliver services has

forced us to rethink service delivery in the short and long term. 

Listed below are some of the actions taken to meet immediate

pressures and to continue to support customers alongside our

partners across the town...

The impact of COVID-19

As soon as lockdown was imminent, all staff were sent home

and offices closed.

Vulnerable staff were identified and supported with advice

around shielding and social distancing.

Our recently refreshed ICT hardware meant we were equipped

for all staff to work remotely. The capacity for people to

access the corporate systems was severely tested in the first

2/3 weeks of lockdown but subsequently all staff have been

able to work productively from home.

Staffing levels have been resilient throughout the pandemic

despite some very testing pressures on the frontline services

with absence levels due to sickness below the average.

STAFFING

As delivery priorities were aligned to meet the demands of

COVID, staff proved to be flexible and responsive to rapidly

changing demands.

Offices were reopened for limited access by week 12 of the

crisis, capacity is restricted and the majority of staff remain

working from home and are productive.



Once the pandemic was recognised we moved to focus on a

limited number of priority areas. We focused our Operations

staff on emergency repairs and the urgent refurbishment of

void properties for use as temporary accommodation for

rough sleepers.

We focused our support services on keeping our hostel and

care leaver provision stable and safe and were able to acquire,

refurbish and open a new 14 bed hostel provision at William

Lyons House. With the refurbished voids and William Lyons

House an additional 54 bed spaces were made available for

rough sleepers in record time. 

The majority of staff including those that were shielding were

able to continue to operate core services from home using

remote working systems.

SERVICE DELIVERY

Housing and support staff combined to reach out to over 1500

vulnerable customers to check on support needs and in some

cases help with direct provision with other cases referred to

the Council's support hubs.

BCH staff have been integral to providing town wide support

to vulnerable groups and communities while maintaining key

services.

Managers have supported the implementation of new ways of

working with their teams and have kept productivity and

morale high.



The impact of COVID-19

Customer response has generally been cooperative and

supportive of staff efforts to provide support. 

We have taken on a new cohort of rough sleepers housed in

temporary accommodation which in addition to housing

needs will present a new additional demand for support.

Rent arrears have shown a slight increase on the same point

as last year but we are anticipating a sharper rise as the full

economic impact of COVID is seen when the government's

extensive support packages for businesses and workers tails

off towards spring.

CUSTOMERS

There remains some reluctance from more vulnerable

customers to allow access to properties while elements of

lockdown remain, which is impacting on repairs and gas

servicing performance but we anticipate that access will

improve and any backlog will be recovered quickly.



GOVERNANCE

Board engagement has had to move to online and virtual

meetings but this has been successfully achieved.

We have trialled a number of virtual discussions as a preface

to producing this business plan but will need to give more

thought to how we ensure sufficient board engagement in the

coming months to plan for the next business plan.

We are confident we achieved what we set out to
in 2018/19 but recognise that COVID-19 has

imposed an unforeseen pressure on business and
society more widely. 

We have adapted well to the immediate needs of
customers and performance has remained high
but we will need to have a fundamental review

of how we operate as we emerge from lockdown
to a post COVID world that is unlikely to return

to what it was before the virus. 

Much still remains uncertain particularly around
economic recovery but we have shown a

resilience and adaptability that will serve us
well as we prepare for the 'new normal'. 



We collect a significant amount of performance data to make sure

we can measure our improvement and spot areas of concern before

they become a problem. We also measure ourselves against other

housing providers to make sure we drive improvement. 

The tables below give a snapshot of some of our most important

indicators and statistics and aim to give a flavour of how we have

sought to maintain our core services while also responding to new

customer needs as a result of COVID-19.

Performance Data

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The percentage of customers satisfied with the repairs service

98 98.22 99.30 96.30 TOP
(GREEN) 98.48

COMMENTS:

Performance has remained high despite COVID.

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: Number of unemployed customers supported 
into employment (MPT service)

62 66 75 N/A 9

COMMENTS:

The performance has exceeded target but the impact of COVID on the
economy has resulted in a slow down over the last 10 months.

N/A



QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The number of Hostel customers receiving support as 
a percentage of customers asking for it

96.50 96.64 96.95 N/A 85.71

COMMENTS:

The hostel service has been on the frontline with COVID, housing many
new rough sleepers meaning a temporary shift in focus around the use of
staff time.

N/A

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The number of new ASB cases reported per month

29 29 28 N/A 41

COMMENTS:

People spending more time in their properties has increased the number
of reports of ASB and neighbour disputes.

N/A

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The percentage of rent collected against rent due 
(excluding arrears brought forward)

99.50 99.40 99.52 100.13 THIRD
(ORANGE) 96.87

COMMENTS:

COVID has had a marked impact on rent arrears as the impact of
COVID on an already fragile economy becomes apparent.



Performance Data

For those wanting to look at more detail, they can find the

latest performance and benchmarking data at

https://www.bch.co.uk/About-Us/Our-Performance.aspx

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The number of properties let to homeless people 
during lockdown

N/A 35 N/A N/A 35

COMMENTS:

This is  a new service established during COVID to ensure all rough
sleepers were housed in lockdown.

N/A

QUARTILE COVID IMPACT 

(Q2 2020)

BENCHMARKOUTTURN 

1819

OUTTURN 

1920

TARGET

KEY INDICATOR: The percentage of gas safety inspections completed 
within timescale

99.95 99.98 99.96 100 99.93

COMMENTS:

COVID has had an impact on accessing customer's homes. However, we
remain comparable with, if not ahead of, other housing providers.

SECOND
(YELLOW)



T h e  C h a l l e n g e  f o r  B l a c k p o o l
A  H O U S I N G  M A R K E T . . .



With this dysfunctional housing market
comes an increased pressure on public
services. Our shareholder, the Council, is
clear that the future prosperity of the town
and its residents lies in two key objectives;
the creation of new jobs and the resilience
of local communities. 

This plan acknowledges the challenge
Blackpool faces and aims to use our
knowledge, expertise and resource
alongside our partners to have a positive
impact in meeting the objectives set by the
Council. 

We do not underestimate the difficulty
faced by many of our residents as they seek
to develop a stable and secure home and
some core resilience that will allow them to
progress and thrive but we also believe the
ingredients exist to make a positive impact. 



While the challenge of dealing with the presence of the
virus has been testing and will continue to be so for some
time to come, we also face a long term problem of
significant economic recession in a town already struggling
with high levels of poverty. Our fundamental purpose of
providing stable, secure and affordable housing to those in
need remains the same but we anticipate greater pressure
on income collection, more demand for support services and
greater stress in communities as disposable income is
restricted. As well as continuing to deliver strong core
services we will need to build capacity to support residents
through a testing period of recession. Our housing plus
provisions will become increasingly important over the life
of this and subsequent plans. 

How we deliver our services will be subject to intense
scrutiny as we seek to embed some of the positive virtues of
our temporary changes while ensuring we remain
productive. Despite having a forced closure of office spaces,
we have seen staff react positively and they are telling us
there have been benefits in work-life balance but we need
to ensure the change is managed for the benefit of the
business and staff. It is likely that we will seek to move
some additional resource into embedding some of the
positive changes and enhancing internal communications
across all levels of the organisation.

-



T h e  O p p o r t u n i t i e s :
We have operated and been recognised as a top performing arm's

length company for more than ten years and have an experienced

and resourceful staff committed to delivering the best outcomes we

possibly can. We are also prepared to change, adapt and innovate to

meet our objectives. 

A year ago we were seeing signs of a renewed commitment to

tackling what has become a national housing crisis; in the

intervening twelve months much of that optimism has faded as a

national political stalemate has played out. We are left with some

positive developments including:

The removal of the debt cap on Housing Revenue Accounts

meaning there is access to increased development finance

provided schemes can be shown to be capable of paying

back borrowing.

A commitment to removing the rent reduction imposed by

the government on all social housing until 2020.

These two financial tools have given the ability to create a medium

term investment plan. That plan - the Council Homes Investment

Plan (CHIP) is now in place and a priority in this year's plan will be

putting a development programme in place with the Council. 

National policy on housing still remains unclear with the long

promised white paper still no closer to appearing. We can expect an

increasing focus on eradicating rough sleeping as a consequence of

COVID-19 but it is clear the drive to improve housing across

Blackpool will not be led by central government policy in the short

term; it will be for the local partnership between the wholly owned

companies and the Council to set ambitions and the pace of change. 



Our priorities are all about rising to existing and new challenges,

making the most of our opportunities and exploiting our experience

and knowledge to get the best possible outcomes we can for our

residents. 

We know we can deliver more than good stable affordable housing -

we can make a real impact on people's life chances and this plan

will focus on building on our current ambitions and taking that

ambition further in partnership while recognising we all face an

uncertain future as we continue to deal wtih COVID-19 and its

economic after effects.

Our shareholder, the Council, has a clear and focused set of

priorities accompanied by a willingness to invest to save to deliver

on their ambitions but they also face, along with all other

authorities, severe and enduring budget pressures and increasing

service demand exacerbated by the demands of the pandemic.



M A I N T A I N I N G  Q U A L I T Y  I N  O U R
C O R E  S E R V I C E S :

Our Priorities for 2020/21

We know we provide a stable, secure and affordable housing option

as a base to allow individuals, families and communities to develop

the resilience they need to thrive. We will have a continued focus on

being a top performing landlord that provides good quality

accommodation across all our stock. 

In particular, we will focus on:

Ensuring our core housing management services retain

their external accreditation as a way of demonstrating

and testing the quality of our service to customers and we

will add to those accreditations where we have the

opportunity.

Continuing the upward trajectory across our key

performance indicators paying particular attention to

maintaining customer satisfaction, reducing the cost of void

works and maintaining our rent collection levels while

tackling the root causes of our higher than average number

of ASB cases.

Continuing to innovate in rent collection, recognising that,

though our rents remain low many tenants can face

difficulty meeting their commitments. The impact of

economic recession post-COVID will exacerbate this

problem and we intend to move resource into financial

support allied to the rent collection process as we

anticipate increased demand in this area.



M O V I N G  T O  T H E  N E X T  L E V E L  I N
M A N A G I N G  T H E  C O U N C I L S  A S S E T S :



I N C R E A S I N G  R E S I L I E N C E :

We have already stated that the purpose of our services are not as an

end in themselves but as a tool to deliver the sort of resilience that

will allow individuals and communities to thrive in stable and secure

settings. We have shown with our interventions with care leavers,

with people in recovery from substance abuse, and with our training

and work programmes, that secure and stable housing coupled with

the right support can produce tangible results and at the same time

reduce pressure and costs elsewhere in the public sector. We believe

that the extension of this approach needs to happen at a pace. 

Use our acquired knowledge and experience to work with the

Council in developing housing based support solutions that will seek

to ease the burden on statutory services and prevent individuals

from falling into already hard pressed services elsewhere in the

public sector.

Consolidate and grow our existing Positive Transitions programme

with care leavers and vulnerable young people and investigate with

the Council's Children's Services team a model to bring back into

Blackpool vulnerable children currently placed outside the borough.

Seek funding to develop a support programme for the care leaver

cohort that have missed out on the current programme but still

remain the responsibility of the local authority.

Seek to extend the funding and life of our More Positive Together

programme that supports individuals furthest from the labour

market into training, volunteering and employment.

Continue to mentor and assist Jobs, Friends and Houses to achieve

sustainable growth now they have been stabilised financially and

organisationally.

Develop the new provision in conjunction with the Council and the

other housing company for the rough sleeper cohort we have

placed in our temporary accommodation and the private rented

sector.

I N  T H E  N E X T  Y E A R  W E  W I L L :



M A K I N G  A N  I M P A C T  O N  T H E
W I D E R  H O U S I N G  M A R K E T :

T O  M A K E  A  D I F F E R E N C E  T O  T H E  W I D E R
M A R K E T  W E  W I L L :



Summary

In the last twelve months BCH has shown that, despite a tough

environment, performance can be raised and innovation

successfully brought to bear in new service areas. We are also

in the midst of a national public health crisis which has meant

we have had to revise service provision quickly and in a radical

way.

We also know that the national policy context cannot be relied

upon to help us tackle our problems. We will work in

partnership to maximise the impact we can have directly on

housing provision but also using decent secure and affordable

housing as a base for developing opportunities for residents

across the town as we come out of the pandemic. Much of

what we will do is a continuation and evolution of good

practice we are already implementing coupled with new

provision we have developed at pace over the last three

months.

S P E C I F I C A L L Y ,  W E  W I L L :

Continue to sustain improvement in core housing services as

these ensure we can deliver the bedrock of stable, secure and

affordable housing that will underpin community resilience.

Review and assess the operational changes we have had to

implement due to COVID-19 and seek to retain the positive

outcomes that have been a by-product of the enforced

change.

Consolidate and grow our supported housing model; that is

working with care leavers, the elderly, people suffering from

substance abuse and those adrift from the job market with the

aim of widening the reach to include the new cohort of rough

sleepers and reduce the burden on other public services.



We set ourselves a challenging
programme in our initial plan for this

year and have been faced with new
and unforeseen pressures due to

COVID-19 but we also know that we
have the expertise, commitment and
experience to meet existing and new

challenges and are confident that
this revised plan  can be delivered
with the same level of success we

have had with previous plans.



Blackpool Coastal Housing




