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A message from our Chief Executive

4

Welcome to the Blackpool Coastal Housing Annual Report for 2022/23. We have for a number of

years a commitment to “Inspire people to build sustainable communities”.

You will see in the report the variety, scale and volume of work we do that supports our ambition.
There have been a number of highlights including the completion and letting of new Council housing
on Mereside. It has been particularly pleasing to produce new Council housing of a quality that
matches of exceeds anything being built in the town. Our belief that social housing should be of the
highest quality, affordable and secure recognises that good housing is a fundamental building block
for people and communities to prosper. We will continue to aim for the highest standards across all
the Councils housing stock both new build and existing stock. You will see from the numbers of
repairs, adaptations and investments in the stock that there is a substantial commitment to quality.

The volume of work undertaken to keep our houses and flats in good condition with matching high
standards of safety is important in giving our tenants confidence and satisfaction in their properties
and neighbourhoods.

In addition to providing the quality of property residents deserve we place great emphasis on
providing support to tenants to make sure they get the best from living in a Council property.



We are proud of the way we have been able to help young people moving from care into
independent living and of our sheltered and emergency housing services where we are seeing
increasing demand for help often in the most difficult of circumstances.

You will see in the report that we have renewed three accreditations for managing income and
sustaining tenancies, for our lettings service and for the service our Repairs and Maintenance
Department delivers. This external examination of our services is important to us in our drive fo
deliver the best quality of service we can. You will see in future reports our continuing commitment
to opening ourselves up to external independent scrutiny

We know we face an increasing demand for both high quality property and services in a
challenging environment where cost of living remains a pressure for most if not all households. In
addition to our core services, you will see how we have been able to develop a number of “Warm
Hubs” to give people a hot meal, the chance to meet neighbours and reduce heating bills. This
responsive approach to customer need will continue to be a feature of how Blackpool

Coastal Housing operates to meet the needs of our customers.

We are aware that we face increasing demand for higher quality services and
accommodation but | believe the Annual Report shows how we have been
able to respond and build a firm base from which to face future challenges.

Pibne Darnellan



Building on strong foundations

Our Repairs and Maintenance Department have successfully been re-
awarded the Housing Quality Network DLO/Contractor accreditation for a
further 3 years.

Following recommendations from TOWER Scrutiny, we've produced a
Damp and Mould Policy. We have also worked with the Involvement
and Communications Team to develop a Damp and Condensation

here t
Leaflet and video. ere to

A
video!

Working with TOWER Scrutiny has enabled us to introduce new
processes to improve Service Standards, such as:

== Continue to make sure that staff and contractors show their ID to all customers.

m=P Redevelop and improve customer surveys following works carried out.

Improved communications between contractors and BCH staff in
relation to missed appointments.



The works we’ve completed this year...

Looking forward... ) ) ) Jiksirivimesis

Introducing a materials module within our repairs system to record actual job costings.
Monitoring key stages within the empty homes process to reduce void times.

Continue to monitor and reduce sub-contractor spend.



The works our Planned & Asset Management Team have completed this year...

boilers 47 full heating kitchens

replaced systems installed fitted

bathrooms properties received fer:g:::’e:ew
fitted new windows

doors
Wet rooms properties received properties
. ) received
installed new fencing

re-pointing work

blocks received
fire upgrade
works

properties received
external refurbishment
(Aysgarth Court)

units upgraded at
Dunsop Court




Cost savings

The Planned & Asset Management Team has a number of qualified surveyors able to
carry out a variety of surveys to enable Blackpool Coastal Housing to conduct its
business with regards to the letting, sale and buy-back of properties.

The ability to conduct in-house surveys realises a continuous
saving over having to appoint surveyors from the
private sector that attract large fees.

This year the team completed 170 21 Right to Buy Surveys were
Energy Performance Certificates (EPC) completed, saving

saving in the region of £9IOOO in the region of £ ,Ooo

Our Capital Works Team continue to work with
Blackpool Council, creating workshops offices and
training rooms at the new Starr Gate Tram garage and
control rooms.



" Looking forward... 503

In 2023-24, our Asset Management service will be focusing on:

Completing the external refurbishment works (including window replacement) to 3 storey
blocks at Spencer Court.

Completing external refurbishment work comprising fascias, soffits, rainwater goods and re-
pointing at all blocks on Linden Place.

Refurbishing several bespoke buildings for the Resettlement service. These are large homes of
six or more units for homeless and disadvantaged teenagers with a full array of security
features, kitchen and bathroom upgrades and general building refurbishment work.

Refurbishing the communal corridors at Dunsop Court, with all new Scan h.ere
finishes to the ceilings, walls and floors. This is the first phase of a to view
two-year programme to upgrade the internal areas at Dunsop Court our
which will continue in 2024/2025 with a significant alteration and Dunsop

refurbishment of the front entrance, lounge and kitchen areas. F:ur:
video!
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Adq pl‘ing fo your need S What we’ve achieved
this year...
[ pieces of
2 LI—_I equipment
recycled

[ security measures installed
to support victims of
domestic violence

Major

@ 57 Adaptations
completed

pieces of equipment
992 9 provided to 42

customers

Minor [
Adaptations

@ |_|—-| é:!] pieces of equipment
fitted for 7@@

customers

completed

11



Warm and Hea"-hy Homes Cadent and Cadent Foundation have been
working in partnership with Blackpool Coastal

Housing to provide the Warm and Healthy Homes

Over the past year, The Warm & Healthy
project.

Homes Project has established many
partnerships with organisations such as

Empowerment, Blackpool Council Household \_

Support and Deprivation Team and
The Volunteers Centre, who offer varying support services to help those in need.

Working together with these organisations has allowed us to maximise support services, reach more
vulnerable people, and provide a dedicated and trusted service.

What we've achieved this year...

480 @

In 2022-23, The Warm and Health Homes Project,
delivered in partnership with Cadent has delivered

worth of of charity funding was secured for
social value vulnerable customers




Looking forward...

In 2023-24, our Care and Repair Team will be focusing on:

Continuing to implement a new adaptations IT system to improve efficiency and
case management.

Securing funding to continue the affordable warmth project after December 2023.

Developing additional services to broaden the help we can provide to customers such as
assistance with funding for repairs for homeowners on a low income.

Reducing waiting times for major adaptations (within budget limitations).

Value for money and efficiency measures on Equipment Services by sourcing better value
equipment.

Continuing to increase the volume of equipment that is recycled in order to make
efficiency savings, avoid supply chain issues and reduce waste.

13



There’s no place like home

The past 12 months have been a financially challenging time for everyone due to the cost-of-living
crisis. As a result, the number of referrals to our Financial Support Service has increased and we
have been proud to help those who have been struggling.

We have continued to support tenants who have been transitioning from legacy benefits to Universal
Credit. The Team have been updating journals and assisting customers through the process.

All the properties on the new Troutbeck development

on the Mereside Estate have been successfully let.

We are now
actively recycling
furniture which can
be used for tenants who
cannot afford
to buy essential
furniture items.




Personal contact with customers to discuss payment P |
options made in Zo@ days of a rent account going - / ), 4 / / I \ \ \\ P \
into arrears (target 5 days) \

/ \
The percentage of rent loss due to empty properties - @o@ / / I | |\ \

Average tenancy length (General Needs) - T_I TI o@@ years 7@0@ of customers were

able to sign up to a property

© .
@@o@ of cuskfmers were able to view a within 3 working days of the
property within 3 working days of the property property being made ‘ready to let
being made ‘ready to view’ by our Voids Team by our Voids Team

The percentage of rent collected against rent due (exc. arrears brought forward) - @074



Looking forward... ») b o iovsing Services
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Lettings Service

Creating two new roles within the
team - Tenancy Termination Officer
and Furnished Tenancy Officer.

Implementing the improvements
recommended in the HQN accreditation
and Internal Audit review.

Working with our colleagues in the
Empty Homes and Repairs teams to
improve efficiencies and reduce void
loss.

Improving what is recycled from void
properties in partnership with our void
clearance contractors.

Rents Service

Measuring and reporting on the
effectiveness and value of the Financial
Support Officers by making best use of
the Money Advice System.

Continuing to work with our customers
who are migrating from legacy benefits
to Universal Credit.

Refocusing on collecting Former Tenant
Arrears.

To collect all debts owed to Blackpool
Council including Rent, Service Charges,
Court Costs and Rechargeable Repairs
from both current and former tenants.



Community Matters

In a bid to support local residents to stay warm, stay well and stay connected, we launched the
Warm Welcome Community Hub initiative across our Community Centres at the beginning of
November 2022.

We opened our doors to as many local
residents as possible, welcoming them with
a warm cooked meal, unlimited brews and
refreshments, whilst providing a
comfortable environment to play games or
just sit and chat.

Between November 2022
and March 2023 we held
45 Warm Welcome

Community Hubs with over
450 residents attending




Supporting our Young People

William Lyons House (WLH), Clare Street and Bispham House

We arranged for the Job Centre Plus service to hold drop in sessions at WLH by a work coach every
Wednesday, making the service more accessible for our harder to reach young people.

Assisted decorating started with the young people - young people help to decorate their
own rooms in the house which saves money, builds basic DIY skills and encourages
them to invest in their surroundings at WLH.

Weekly cooking sessions are being 'I o

delivered at WLH to support the 59

young people to build their YOUNG PEOPLE

independent living skills. YOUNG PEOPLE HAVE SUPPORTED TO GAIN
ACCESSED SESSIONS FOOD HYGIENE

QUALIFICATION

Through funding from the Communication Workers Union, we've
been able to set up a ‘Community Kitchen” at WLH where the

house produces and donates meals every fortnight to local
homeless accommodation: Streetlife and Gorton Street Hostel.

18



Staff across our sites are now orange button ‘suicide aware’ and ‘trauma informed’ trained.

3 members of staff gained a Level 3
qualification in supporting our Young People.

We were awarded the Charter

mark by Blackpool
A successful bid to the Tenant’s Project Fund has enabled . Council/Young
us fo continue to provide weekly therapeutic sessions for inspectors for Clare

our young people. Street and Bispham House.

Our year in numbers....

1 6 Young people housed within 5 of the young people
Clare Street and Bispham House. moved into their own flats

ith Positive Transitions.
8 young people moved to further i e g

supported accommodation (WLH) 3 young people were supported to
to get more support with their move back to their family home with
independence skills. the help of mediation.




I.OO ki ng fo rwd rd oo ») In 2023-24, our Young People’s
Resettlement Team will be focusing on:

Building on the success of the Community Kitchen at WLH we're looking to expand
delivery to include a voluntary workforce to help the Magic Club and look at delivering
the current meals to more homeless accommodation.

Providing all residents at WLH with a new handbook which includes a variety of
practical activities intended to identify and address barriers to moving on to
independent accommodation.

Opening our newest home for our young people - Argosy House.

Registering with Ofsted and embedding our new policies in preparation for inspection.
Supporting 3 more staff to undertake the Level 3 qualification.

Introducing Staff Champions in specialist subjects such as mental health/education and training.

Working towards achieving ‘Gold’ in the Charter mark for both Clare Street and

Bispham House.
20



Positive Transitions
Our Positive Transitions Service

£1000 funding from the Rotary Club has enabled us to was reviewed by the Council with
support young people, who have recently moved in, with overwhelmingly positive
basic DIY or gardening items. ‘. N ——

Additional funding from the Tenancy Sustainment Fund
allowed us to purchase 2 lawn mowers to enable our young

people to better manage their gardens. Wickes provided us with a £120
donation for DIY and gardening

equipment

Our year in numbers.... 3O referrals were
made into the Positive

gﬂ ﬂ [7@37 ﬂ o total grant and  Transitions service

donations applied for and awarded

"~ Looking forward... SO0

In 2023-24, our Positive Transitions Team will be focusing

on: Redeveloping the existing Positive

Improving the referral process into Transitions handbook, following feedback
the Positive Transitions service. from previous service users. 1



Supporting those in need

This year we have increased our ‘dispersed housing’ allocation from 4 to 11 properties

~\

Our year in numbers....

@@ families supported

grants received for white goods

ﬂ@@ single people supported children supported y

Looking forwardz.. D)3

In 2023-24, we will be focusing on:

You said,

we did

We are improving the
wording of our arrears
letters following

feedback from

customers.

Opening up two more hostels.

22



1 We welcomed 157 people
A helplng hqnd into the Sheltered Housing

scheme this year.

Sheltered Housing

Refurbishment works on the flats at Dunsop Court are close to
being completed. Our Sheltered Housing Team have been
supporting residents fo seftle into their new homes.

The new sheltered scheme development on Grange Park is
underway with a proposed finish date of Spring 2024.

" Looking forward... 2003

In 2023-24, our Sheltered Housing Service
will be focusing on:

Upgrading the communal areas at Dunsop
Court. This will also include a new scooter
shed, communal bathroom with a more
accessible bathing facilities and a community
café with internet access. 3

Implementing the new digital intercom
service at Spencer Court.



More Positive Together (MPT)

This year we introduced the Resilience Housing Scheme as a new service that has been
supported by the MPT team. The Resilience Housing Scheme was created as a result of the
Governments ‘Everyone In” Campaign due to the COVID-19 Pandemic.

The scheme provides a social tenancy with intensive support for 40 homeless applicants

individuals deemed as ‘entrenched homeless’ with multiple complex were housed through
needs, who would struggle to be housed through traditional pathways.  the scheme.

22D

Our year in numbers....

TI 474 customers on the I'OOki ng fo rwa I"d coe

MPT programme, of which
5 were BCH tenants In 2023-24, we will be focusing on:
Continuing to develop the Resilience Housing Scheme.
TI 5@ Training sessions
completed Working with private sector residents living in the Revoe

area as part of the Levelling Up and Decent Home initiative,
4@7 Jobs secured in partnership with Blackpool Council and the Governments
o4 Department for Levellling Up, Housing and Communities.




Keeping you safe

We've been working with North West Ambulance Service to
help keep the defibrillators emergency ready.

Our Health and Safety Advisor has been working with the young people at one of our young

people’s centres to educate them on electrical safety.

In this year BCH completed a restructure of the Services Team to form a new team to manage
existing and new requirements for Building Safety. The Compliance Team was formed to
ensure BCH fulfils it requirements to manage and provide transparency on Gas safety,
Asbestos safety, Legionella (water quality), Lift safety, Fire safety and Electrical safety.

The Compliance Team now holds corporate
membership of the Association of Safety and

Compliance Professionals (ASCP).

25




The works our

Compliance Team Fire Alarm System

has completed this Inspections CO Alarms Installed
yedr...
Fire Risk S LG el Smoke Alarms
Assessments Gas Safety Checks

Surveys Tested

Gas

Audits Water Safety Inspections

(Legionella Control)

New Heating Passenger Lift
Mechanical & Installations (From Services &
Electrical Audits Electric to Gas) Inspections




Along with BCH Involvement and Communications Team,

The Compliance Team produced fire safety information and

Carbon Monoxide information for all tenants.

Our Compliance Team supported the “Wash Your
Words' project at Mereside with the heating
Contractor Read & Errington and Electrical
Contractor Technical & Electrical providing
Engineers to carry out works on Heating, Electrical
and Fire Safety Systems.

Looking forward... )))

In 2023-24, our
Compliance Team will
be focusing on:

The completion of Carbon Monoxide Alarm installation to
properties with Gas or Coal burning equipment.

27



Involving You

We have supported the Lettings Team to provide
communications to new customers in the form of
welcome packs and follow up emails. This information
includes BCH services, BCH and Tenant responsibilities,
and information about safety on the home.

Following the results of the customer access and communication survey, we now provide at least
2 newsletters per year to customers in both printed and digital versions. The newsletters focus on
the information that our customers told us was important to them.

o We have driven to obtain customer email addresses to build
our customer digital mailing list for those who prefer to
engage with us this way.

We've re-developed our complaint policy and process to
ensure it remains in line with the Housing Ombudsman’s

complaint handling code.



We held roadshows across Blackpool where customers could

come and meet staff from across BCH face to face to discuss any
concerns or queries.

The Green and Clean Warden activities have continued to thrive
and we now have 66 volunteers. Green Wardens returned 193
forms over the year and Clean Wardens returned 189.

10 documents were reviewed by our Reading Panel.

We have maintained regular social media campaigns Y id did
providing service updates and relevant information, further R e AN

increasing our online presence and engagement. As a result of feedback on survey

design, we have stripped
this back to ensure that
surveys are clearer

and more accessible.

We now have 3525 followers on both Facebook and X
(formerly Twitter). .b

From April 22 to January 23 the BCH Facebook page

reached 36,753 people, which is a 30% increase from the
previous period.




___ Looking forward... > )4

In 2023-24, we will be focusing on:

30

Supporting TOWER to conduct a scrutiny exercise on Damp and Mould

Introducing a Mystery Shopping involvement activity to monitor our service
standards and assess the quality of frontline services.

Obtaining the TPAS re-accreditation and implement any recommended actions.

Continuing to build a positive complaint culture and to assess and publicise lessons
learnt.

Supporting with the review and implementation of new Service Standards that sets out
clearly what our customers should expect from us and our services.



. oy This year we provided
Supporting our Communities S ding 10 6 Sroiect

through the Tenant's
Freedom Church received %07055 to continue to . 9 d b it
develop the Freedom Centre on Mereside. Funding was Project Fund, benetitting
provided to upgrade the existing catering equipment 915 people.

and for the purchase and installation of a noticeboard.

Blackpool Stanley Rugby League
received £ | @ to provide Rugby
League coaching to local schools, both
inside and outside of the curriculum.

The project will be run over 3 years but an initial Tenant’s Project Fund
grant will allow the project to get started and fund part of the first years’
activities.

Skool of Street received £9 716 for a six-month creative writing project - It's a Rap

- aimed at children aged 14 - 18 years. Participants will take part in writing, poetry,
rap and spoken word workshops.




Active Blackpool received £1 @ to deliver a number of diversionary activities within the
Talbot & Brunswick area, in partnership with Blackpool Boys and Girls Club.

Activities included, football, boxing and basketball and will be run by qualified sports coaches.

The Warm House at Layton Community House received £7,500
to provide help and support to customers affected by the cost of
living and fuel crises. Funding was also to

be used to provide baby

and female products.

Additional funding was
used to enhance the
rear garden area.

Think Forward received %0@5 to run their VOIC:ed

project, which aims to offer young people with the opportunity to
gain confidence through spoken word and basic technical audio
knowhow through Podcast and DJ Training.



In September 2022 |

Making things right we compleed the

self assessment of

our Complaints
We know that things can and do go wrong and when they = Policy against the Housmg
do we want you to fell us. - Ombudsman’s Complaint
Handling Code. Scan the

We're always looking to improve and develop our services, g QR code to find out more.
and often, complaints help us to do just that.

Our year in numbers....

Over the past year (April 2022 - March 2023) we recorded:

6 ] % upheld / partially upheld 39% not upheld

29% Responsive Repairs 8% Assets ]8% ASB

7% Lettings 8% Neighbourhoods




Outcomes from complaints:

This shows the action we have taken as a result of some of the complaints
received.

Explanation
provided/advice Apology provided
given

Remedidl
works/service

Compensation Change to management Goodwill
awarded of contractor gesture made

Change to Individual /Team

Process/Policy/ Staff training provided

discussion
Procedure
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Our complaints performance targets and how we’ve done:

How we did  Target

We will acknowledge a formal complaint within 5 working ° o
days of receiving it. 96.88% 98%
We will have investigated and responded to a formal o o
complaint within 10 working days of receiving it. 78.72% 85%

We will have conducted and completed a Stage 2 Appeal

Panel for Stage 2 complaints within 20 working days of a 92.86% 95%
customer escalating it.

The number of complaints per 1000 properties. 35.35 m

The percentage of complaints completed within timescales. 81.97%
The percentage of complaints resolved at Stage 1. 63.95%
3

5



Keeping your neighbourhoods safe

We have developed an ASB Toolkit, which is Scan
now available on our website. This provides here to
useful information about the different types of check it
ASB and provides advice to customers. out!

In line with Housing Ombudsman guidance we have updated our
website with details on how we will deal with noise nuisance.
We have also published details on how to be a good neighbour.

We have developed a digital

fly-tipping report to enable Kl'he ASB Service continues to \
customers to make reports develop an excellent working
directly o us via the customer relationship with agencies such as
self service portal, MyBCH. the Police and Community Safety
This has streamlined the Teams. This joint working was
process and reports are evidenced when a Closure Order
received b:" oulr e on Argosy Avenue was successfully
in a more timely manner. <sued by the Court

ussue y the Courts. j




359 ASB cases opened

2 ] 3 Days to close an ASB Case

688 Neighbourhood cases opened

Days to close a

249 Neighbourhoods case

] 4] Enforcement actions taken

37,245 Preventative actions taken

The Neighbourhood Service established Estate
Walkabouts and actively encourage resident
involvement. Customers have made a number of
suggestions how to improve the service, for example,
grounds maintenance work, slip and trip hazards
and maintenance of the Community Centres.

We have restarted our annual meetings with our
clean and green wardens. At these meetings we
discuss customer feedback on our cleaning and
grounds maintenance contractor, it's an opportunity
for our customers to meet our contractors and hold
them accountable for their performance.



Works on reviewing the
Grounds Maintenance
contract is continuing.

We have had a number of

submissions who have
expressed an interest in
delivering the service.

~N

J

Looking forward...

You said,

we did

Following customer feedback,
we are now completing
Complainant Action Plans with
all complainants (Low, Medium
and High categories). This now

also forms part of our
performance
monitoring.

In 2023-24, we will be focusing on:

Working towards a
RESOLVE accreditation
for our ASB service.

Carrying out estate walkabouts
and engage with residents to

look at the areas they are living
in. We are aiming to improve
the condition of gardens, litter
and communal areas.




Income and Expenditure
Your money counts explained...

Like other local housing authorities, Blackpool Council manages the income and expenditure for
its stock of rented and leasehold homes through the Housing Revenue Account (HRA).
Income items, like rent and service charges for homes and garages, are accounted for directly in

the HRA.

Expenditure items include the cost of depreciation in the overall value of the housing stock and
other capital costs, such as the development at Grange Park. Previous borrowing is mainly funded
from loans with the annual interest payments on them charged to the HRA. A small amount of
spending covers bad debt provision for rent and other charges that cannot be recovered.

The other two major items of expenditure in the HRA are the day to day
costs of repairing, maintaining and managing your home. These two

items include the cost of the management fee paid to BCH by Blackpool
Council. Scan you the QR code to view our audited 2022-23 accounts.

The Housing Revenue Account reserves have been built up to fund future property improvements,
new services and major capital projects.
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Income Reserves brought forward 1.4.22
£18,790,000 Rents (74%)

£1,807,000

£2,292,000 Service Charges (8%) Reserves carried forward 1.4.23
£4,271,000 Capital Grants & Other Income (17%) £1,721,000
£125,000 Investment Income (1%)

£25,478,000 Total Income

£290,000
Unrecoverable rents and

How we Spend service charges

your money
£12,021,000 £4,2§0,000 .
Capital & Repairs & maintenance

Depreciation Costs

£9,023,000
Managing your home

£25,564,000
Total Expenditure
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Value For Money

Following a recent survey 84% of respondents

stated they were satisfied with the value for ‘

money of their rent, with 59% very satisfied

41



Tenant Satisfaction Measures

Following the introduction of Tenant Satisfaction Measures (TSM’s), we commissioned
M.E.L Research to undertake a survey to gather feedback from all our residents.

The average % refers to the ‘Median’ score of benchmarked

Overdll Social Housing providers results taken from Housemark.

satisfaction ¢
with BCH BCH |!stens to
A total of 829 surveys your views and

77.6% were completed, acts upon them
P

0,
Average Satisfaction that 58.6%
79.3% response rate the home is safe Average

64.2%
82.7%

thsﬂi:falfhon _ Satisfaction with Average Satisfaction that
"" € °r.“e: the time taken to 82 99, the BCH keeps
well maintaine complete repair e tenants informed

Satisfaction that

representing an 18%

82% 76.7% 67.2%

Average Average Average
72% 75.8% 75%



The areas the survey covered were:

Satisfaction

with BCH's approach — Overall satisfaction
to handling complaints

—— Keeping properties in good repair
46.6% — Maintaining building safety
Average

55 09, — Respectful and helpful engagement

—— Effective handling of complaints

BCH — Responsible neighbourhood management
makes a positive \_ J
contribution to

neighbourhoods The satisfaction levels seen in this recent survey
Satisfaction 69.4% have decreased since the previous survey

that BCH Average undertaken in 2019. We are currently looking into
keeps communadl

areas clean and well
maintained f

o Satisfaction

2\2}2 gé with BCH’s

68% approach to
handling ASB

62 .6% these results to help us improve the service we
provide to our customers going forward.

For further information on Tenant Satisfaction
Measures and to view the full report, please

contact us on enquiries @bch.co.uk or call 01253

o
60% 477900 (Select option 4, then 3)

Average
60.4%




Reading this annual report

Blackpool Coastal Housing believes in access for all. To ensure the services provided by Blackpool Coastal
Housing are accessible, information can be made available in a variety of formats and languages.
For more information about these services please telephone 01253 477900 or email enquiries@bch.co.uk

Spétdzielnia Mieszkaniowa Blackpool Coastal Housing uznaie, iz $wiadczone przez niq ustugi

powinny byé ogélnodostepne, zatem informacije na ich temat
udostepniane sq w réznych formatach i wersjach jezykowych.

W celu uzyskania szczegétowych informacji na temat $wiadczonych ustug, prosze zadzwonié pod

numer 01253 477900 lub wystaé e-mail na adres enquiries@bch.co.uk.

En Blackpool Coastal Housing creemos que la informacién debe estar al
alcance de todos. Para asegurar que los servicios de Blackpool Coastal
Housing son accesibles podemos ofrecer informacién en diversos
formatos e idiomas.

Para saber més sobre estos servicios, pédngase en contacto con nosotros
en el teléfono 01253 477900 o por email enquiries@bch.co.uk

Blackpool Coastal Housing ABIHE{ESE AT B FERIER], AFEREEE
£ Blackpool Coastal Housing ABIRIARTS, BREGUZEIEHNES
R,

BRIELRBIVGEHEERN, /E01253 477900, HEXEFEHE

enquiries@bch.co.uk

Blackpool Coastal Housing
Coastal House

17-19 Abingdon Street
Blackpool

FY1 1DG

T: 01253 477900
E: enquiries@bch.co.uk

W: www.bch.co.uk
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	Welcome to the Blackpool Coastal Housing Annual Report for 2022/23. We have for a number ofyears a commitment to “Inspire people to build sustainable communities”.
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	You will see in the report the variety, scale and volume of work we do that supports our ambition.There have been a number of highlights including the completion and letting of new Council housingon Mereside. It has been particularly pleasing to produce new Council housing of a quality thatmatches of exceeds anything being built in the town. Our belief that social housing should be of thehighest quality, affordable and secure recognises that good housing is a fundamental building blockfor people and communi
	You will see in the report the variety, scale and volume of work we do that supports our ambition.There have been a number of highlights including the completion and letting of new Council housingon Mereside. It has been particularly pleasing to produce new Council housing of a quality thatmatches of exceeds anything being built in the town. Our belief that social housing should be of thehighest quality, affordable and secure recognises that good housing is a fundamental building blockfor people and communi



	The volume of work undertaken to keep our houses and flats in good condition with matching highstandards of safety is important in giving our tenants confidence and satisfaction in their propertiesand neighbourhoods.
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	The volume of work undertaken to keep our houses and flats in good condition with matching highstandards of safety is important in giving our tenants confidence and satisfaction in their propertiesand neighbourhoods.

	In addition to providing the quality of property residents deserve we place great emphasis onproviding support to tenants to make sure they get the best from living in a Council property.
	In addition to providing the quality of property residents deserve we place great emphasis onproviding support to tenants to make sure they get the best from living in a Council property.
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	We
	We
	We
	We
	 
	are proud of the way we have been able to help young people moving from care intoindependent living and of our sheltered and emergency housing services where we are seeingincreasing demand for help often in the most difficult of circumstances.

	You will see in the report that we have renewed three accreditations for managing income andsustaining tenancies, for our lettings service and for the service our Repairs and MaintenanceDepartment delivers. This external examination of our services is important to us in our drive todeliver the best quality of service we can. You will see in future reports our continuing commitmentto opening ourselves up to external independent scrutiny
	You will see in the report that we have renewed three accreditations for managing income andsustaining tenancies, for our lettings service and for the service our Repairs and MaintenanceDepartment delivers. This external examination of our services is important to us in our drive todeliver the best quality of service we can. You will see in future reports our continuing commitmentto opening ourselves up to external independent scrutiny



	We know we face an increasing demand for both high quality property and services in achallenging environment where cost of living remains a pressure for most if not all households. Inaddition to our core services, you will see how we have been able to develop a number of “WarmHubs” to give people a hot meal, the chance to meet neighbours and reduce heating bills. Thisresponsive approach to customer need will continue to be a feature of how Blackpool
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	We know we face an increasing demand for both high quality property and services in achallenging environment where cost of living remains a pressure for most if not all households. Inaddition to our core services, you will see how we have been able to develop a number of “WarmHubs” to give people a hot meal, the chance to meet neighbours and reduce heating bills. Thisresponsive approach to customer need will continue to be a feature of how Blackpool
	 

	Coastal Housing operates to meet the needs of our customers.
	Coastal Housing operates to meet the needs of our customers.

	We are aware that we face increasing demand for higher quality services and
	We are aware that we face increasing demand for higher quality services and
	 

	accommodation but I believe the Annual Report shows how we have been
	accommodation but I believe the Annual Report shows how we have been
	 

	able to respond and build a firm base from which to face future challenges.
	able to respond and build a firm base from which to face future challenges.



	John Donnellon
	John Donnellon
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	Working with TOWER Scrutiny has enabled us to introduce newprocesses to improve Service Standards, such as:
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	Continue to make sure that staff and contractors show their ID to all customers.
	Continue to make sure that staff and contractors show their ID to all customers.
	Continue to make sure that staff and contractors show their ID to all customers.
	Continue to make sure that staff and contractors show their ID to all customers.



	Our Repairs and Maintenance Department have successfully been re-awarded the Housing Quality Network DLO/Contractor accreditation for afurther 3 years.
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	Following recommendations from TOWER Scrutiny, we’ve produced aDamp and Mould Policy. We have also worked with the Involvementand Communications Team to develop a Damp and CondensationLeaflet and video.
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	Redevelop and improve customer surveys following works carried out.
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	Improved communications between contractors and BCH staff inrelation to missed appointments.
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	The works we’ve completed this year...
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	In 2023-24, our Repairs and Maintenanceservice will be focusing on:
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	Continue to monitor and reduce sub-contractor spend.
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	Monitoring key stages within the empty homes process to reduce void times.
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	Introducing a materials module within our repairs system to record actual job costings.
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	The works our Planned & Asset Management Team have completed this year...
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	bathroomsfitted
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	re-pointing work
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	21 Right to Buy Surveys werecompleted, saving
	21 Right to Buy Surveys werecompleted, saving
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	in the region of
	in the region of



	Cost savings
	Cost savings
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	Our Capital Works Team continue to work withBlackpool Council, creating workshops offices andtraining rooms at the new Starr Gate Tram garage andcontrol rooms.
	Our Capital Works Team continue to work withBlackpool Council, creating workshops offices andtraining rooms at the new Starr Gate Tram garage andcontrol rooms.
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	The Planned & Asset Management Team has a number of qualified surveyors able to
	The Planned & Asset Management Team has a number of qualified surveyors able to
	The Planned & Asset Management Team has a number of qualified surveyors able to
	The Planned & Asset Management Team has a number of qualified surveyors able to
	 

	carry out a variety of surveys to enable Blackpool Coastal Housing to conduct its
	carry out a variety of surveys to enable Blackpool Coastal Housing to conduct its
	 

	business with regards to the letting, sale and buy-back of properties.
	business with regards to the letting, sale and buy-back of properties.
	 

	The ability to conduct in-house surveys realises a continuous
	The ability to conduct in-house surveys realises a continuous
	 

	saving over having to appoint surveyors from the
	saving over having to appoint surveyors from the
	 

	private sector that attract large fees.
	private sector that attract large fees.



	This year the team completed 170Energy Performance Certificates (EPC)saving in the region of
	This year the team completed 170Energy Performance Certificates (EPC)saving in the region of
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	Completing the external refurbishment works (including window replacement) to 3 storeyblocks at Spencer Court.
	Completing the external refurbishment works (including window replacement) to 3 storeyblocks at Spencer Court.
	Completing the external refurbishment works (including window replacement) to 3 storeyblocks at Spencer Court.
	Completing the external refurbishment works (including window replacement) to 3 storeyblocks at Spencer Court.

	Completing e
	Completing e
	xternal refurbishment work comprising fascias, soffits, rainwater goods and re-pointing at all blocks on Linden Place.

	Refurbi
	Refurbi
	shing several bespoke buildings for the Resettlement service. These are large homes ofsix or more units for homeless and disadvantaged teenagers with a full array of securityfeatures, kitchen and bathroom upgrades and general building refurbishment work.
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	In 2023-24, our Asset Management service will be focusing on:
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	Refurbishing t
	Refurbishing t
	Refurbishing t
	Refurbishing t
	he communal corridors at Dunsop Court, with all newfinishes to the ceilings, walls and floors. This is the first phase of atwo-year programme to upgrade the internal areas at Dunsop Courtwhich will continue in 2024/2025 with a significant alteration andrefurbishment of the front entrance, lounge and kitchen areas.



	Scan hereto viewourDunsopCourtvideo!
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	Over the past year, The Warm & Healthy
	Over the past year, The Warm & Healthy
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	Over the past year, The Warm & Healthy
	 

	Homes Project has established many
	Homes Project has established many
	 

	partnerships with organisations such as
	partnerships with organisations such as
	 

	Empowerment, Blackpool Council Household
	Empowerment, Blackpool Council Household
	 

	Support and Deprivation Team and
	Support and Deprivation Team and
	 

	The Volunteers Centre, who offer varying support services to help those in need.
	The Volunteers Centre, who offer varying support services to help those in need.

	Working together with these organisations has allowed us to maximise support services, reach morevulnerable people, and provide a dedicated and trusted service.
	Working together with these organisations has allowed us to maximise support services, reach morevulnerable people, and provide a dedicated and trusted service.
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	Cadent and Cadent Foundation have beenworking in partnership with Blackpool CoastalHousing to provide the Warm and Healthy Homesproject.
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	of charity funding was secured forvulnerable customers
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	In 2022-23, The Warm and Health Homes Project,delivered in partnership with Cadent has delivered
	In 2022-23, The Warm and Health Homes Project,delivered in partnership with Cadent has delivered
	In 2022-23, The Warm and Health Homes Project,delivered in partnership with Cadent has delivered
	In 2022-23, The Warm and Health Homes Project,delivered in partnership with Cadent has delivered
	 



	480
	480
	480
	480
	480




	142
	142
	142
	142
	142




	Boilersserviced
	Boilersserviced
	Boilersserviced
	Boilersserviced



	107
	107
	107
	107
	107




	£595,299
	£595,299
	£595,299
	£595,299
	£595,299
	£595,299
	£595,299



	£595,299
	£595,299
	£595,299





	worth ofsocial value
	worth ofsocial value
	worth ofsocial value
	worth ofsocial value
	 



	£116,698
	£116,698
	£116,698
	£116,698
	£116,698
	£116,698
	£116,698



	£116,698
	£116,698
	£116,698





	12
	12
	12
	12









	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...
	Looking forward...





	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	In 2023-24, our Care and Repair Team will be focusing on:
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	Reducing waiting times for major adaptations (within budget limitations).
	Reducing waiting times for major adaptations (within budget limitations).
	Reducing waiting times for major adaptations (within budget limitations).
	Reducing waiting times for major adaptations (within budget limitations).



	Continuing to implement a new adaptations IT system to improve efficiency andcase management.
	Continuing to implement a new adaptations IT system to improve efficiency andcase management.
	Continuing to implement a new adaptations IT system to improve efficiency andcase management.
	Continuing to implement a new adaptations IT system to improve efficiency andcase management.



	Securing funding to continue the affordable warmth project after December 2023.
	Securing funding to continue the affordable warmth project after December 2023.
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	Securing funding to continue the affordable warmth project after December 2023.



	Developing additional services to broaden the help we can provide to customers such asassistance with funding for repairs for homeowners on a low income.
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	Developing additional services to broaden the help we can provide to customers such asassistance with funding for repairs for homeowners on a low income.
	Developing additional services to broaden the help we can provide to customers such asassistance with funding for repairs for homeowners on a low income.



	Value for money and efficiency measures on Equipment Services by sourcing better valueequipment.
	Value for money and efficiency measures on Equipment Services by sourcing better valueequipment.
	Value for money and efficiency measures on Equipment Services by sourcing better valueequipment.
	Value for money and efficiency measures on Equipment Services by sourcing better valueequipment.
	 



	Continuing to increase the volume of equipment that is recycled in order to makeefficiency savings, avoid supply chain issues and reduce waste.
	Continuing to increase the volume of equipment that is recycled in order to makeefficiency savings, avoid supply chain issues and reduce waste.
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	There’s no place like home
	There’s no place like home
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	The past 12 months have been a financially challenging time for everyone due to the cost-of-livingcrisis. As a result, the number of referrals to our Financial Support Service has increased and wehave been proud to help those who have been struggling.
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	The past 12 months have been a financially challenging time for everyone due to the cost-of-livingcrisis. As a result, the number of referrals to our Financial Support Service has increased and wehave been proud to help those who have been struggling.



	We have continued to support tenants who have been transitioning from legacy benefits to UniversalCredit. The Team have been updating journals and assisting customers through the process.
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	All the properties on the new Troutbeck developmenton the Mereside Estate have been successfully let.
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	Housing Services performance in numbers
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	In 2023-24, our Housing ServicesTeam will be focusing on:
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	Lettings Service




	Creating two new roles within theteam - Tenancy Termination Officerand Furnished Tenancy Officer.
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	Implementing the improvementsrecommended in the HQN accreditationand Internal Audit review.
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	Working with our colleagues in theEmpty Homes and Repairs teams toimprove efficiencies and reduce voidloss.
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	Improving what is recycled from voidproperties in partnership with our voidclearance contractors.
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	Rents Service
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	Measuring and reporting on theeffectiveness and value of the FinancialSupport Officers by making best use ofthe Money Advice System.
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	Continuing to work with our customerswho are migrating from legacy benefitsto Universal Credit.
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	Refocusing on collecting Former TenantArrears.
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	To collect all debts owed to BlackpoolCouncil including Rent, Service Charges,Court Costs and Rechargeable Repairsfrom both current and former tenants.
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	Community Matters
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	In a bid to support local residents to stay warm, stay well and stay connected, we launched theWarm Welcome Community Hub initiative across our Community Centres at the beginning ofNovember 2022.
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	We opened our doors to as many localresidents as possible, welcoming them witha warm cooked meal, unlimited brews andrefreshments, whilst providing acomfortable environment to play games orjust sit and chat.
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	Between November 2022and March 2023 we held45 Warm WelcomeCommunity Hubs with over450 residents attending
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	Supporting our Young People
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	William Lyons House (WLH), Clare Street and Bispham House
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	We arranged for the Job Centre Plus service to hold drop in sessions at WLH by a work coach everyWednesday, making the service more accessible for our harder to reach young people.
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	Assisted decorating started with the young people - young people help to decorate theirown rooms in the house which saves money, builds basic DIY skills and encouragesthem to invest in their surroundings at WLH.
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	Weekly cooking sessions are beingdelivered at WLH to support theyoung people to build theirindependent living skills.
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	Through funding from the Communication Workers Union, we’vebeen able to set up a ‘Community Kitchen’ at WLH where thehouse produces and donates meals every fortnight to localhomeless accommodation: Streetlife and Gorton Street Hostel.
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	YOUNG PEOPLE HAVEACCESSED SESSIONS
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	YOUNG PEOPLESUPPORTED TO GAINFOOD HYGIENEQUALIFICATION
	YOUNG PEOPLESUPPORTED TO GAINFOOD HYGIENEQUALIFICATION
	YOUNG PEOPLESUPPORTED TO GAINFOOD HYGIENEQUALIFICATION
	YOUNG PEOPLESUPPORTED TO GAINFOOD HYGIENEQUALIFICATION



	18
	18
	18
	18









	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	We were awarded the Chartermark by BlackpoolCouncil/Young
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	3 members of staff gained a Level 3qualification in supporting our Young People.
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	Staff across our sites are now orange button ‘suicide aware’ and ‘trauma informed’ trained.
	Staff across our sites are now orange button ‘suicide aware’ and ‘trauma informed’ trained.
	Staff across our sites are now orange button ‘suicide aware’ and ‘trauma informed’ trained.
	Staff across our sites are now orange button ‘suicide aware’ and ‘trauma informed’ trained.
	 



	A successful bid to the Tenant’s Project Fund has enabledus to continue to provide weekly therapeutic sessions forour young people.
	A successful bid to the Tenant’s Project Fund has enabledus to continue to provide weekly therapeutic sessions forour young people.
	A successful bid to the Tenant’s Project Fund has enabledus to continue to provide weekly therapeutic sessions forour young people.
	A successful bid to the Tenant’s Project Fund has enabledus to continue to provide weekly therapeutic sessions forour young people.



	          
	          
	          
	          
	Young people housed withinClare Street and Bispham House.



	      
	      
	      
	      
	of the young peoplemoved into their own flatswith Positive Transitions.
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	young people moved to furthersupported accommodation (WLH)to get more support with theirindependence skills.
	 



	      
	      
	      
	      
	young people were supported tomove back to their family home withthe help of mediation.
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	Looking forward...
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	In 2023-24, our Young People’sResettlement Team will be focusing on:
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	Building on the success of the Community Kitchen at WLH we’re looking to expanddelivery to include a voluntary workforce to help the Magic Club and look at deliveringthe current meals to more homeless accommodation.
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	Providing all residents at WLH with a new handbook which includes a variety ofpractical activities intended to identify and address barriers to moving on toindependent accommodation.
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	Opening our newest home for our young people -
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	Registering with Ofsted and embedding our new policies in preparation for inspection.
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	Supporting 3 more staff to undertake the Level 3 qualification.
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	Introducing Staff Champions in specialist subjects such as mental health/education and training.
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	Working towards achieving ‘Gold’ in the Charter mark for both Clare Street andBispham House.
	Working towards achieving ‘Gold’ in the Charter mark for both Clare Street andBispham House.
	Working towards achieving ‘Gold’ in the Charter mark for both Clare Street andBispham House.
	Working towards achieving ‘Gold’ in the Charter mark for both Clare Street andBispham House.



	20
	20
	20
	20












	Part
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Our Positive Transitions Servicewas reviewed by the Council withoverwhelmingly positivecomments.
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	£1000 funding from the Rotary Club has enabled us tosupport young people, who have recently moved in, withbasic DIY or gardening items.
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	Additional funding from the Tenancy Sustainment Fundallowed us to purchase 2 lawn mowers to enable our youngpeople to better manage their gardens.
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	In 2023-24, our Positive Transitions Team will be focusingon:
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	Redeveloping the existing PositiveTransitions handbook, following feedbackfrom previous service users.
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	Improving the referral process intothe Positive Transitions service.
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	Wickes provided us with a £120donation for DIY and gardeningequipment
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	This year we have increased our ‘dispersed housing’ allocation from 4 to 11 properties
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	In 2023-24, we will be focusing on:
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	Opening up two more hostels.
	 



	We are improving thewording of our arrearsletters followingfeedback from
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	A helping hand
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	The new sheltered scheme development on Grange Park isunderway with a proposed finish date of Spring 2024.
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	We welcomed 157 peopleinto the Sheltered Housingscheme this year.
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	In 2023-24, our Sheltered Housing Servicewill be focusing on:
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	Implementing the new digital intercomservice at Spencer Court.
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	Upgrading the communal areas at DunsopCourt. This will also include a new scootershed, communal bathroom with a moreaccessible bathing facilities and a communitycafé with internet access.
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	Refurbishment works on the flats at Dunsop Court are close tobeing completed. Our Sheltered Housing Team have beensupporting residents to settle into their new homes.
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	This year we introduced the Resilience Housing Scheme as a new service that has beensupported by the MPT team. The Resilience Housing Scheme was created as a result of theGovernments ‘Everyone In’ Campaign due to the COVID-19 Pandemic.
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	More Positive Together (MPT)
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	The scheme provides a social tenancy with intensive support forindividuals deemed as ‘entrenched homeless’ with multiple complexneeds, who would struggle to be housed through traditional pathways.
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	40 homeless applicantswere housed throughthe scheme.
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	Our year in numbers....
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	customers on theMPT programme, of whichwere BCH tenants
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	Looking forward...
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	In 2023-24, we will be focusing on:
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	Continuing to develop the Resilience Housing Scheme.
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	Working with private sector residents living in the Revoearea as part of the Levelling Up and Decent Home initiative,in partnership with Blackpool Council and the GovernmentsDepartment for Levellling Up, Housing and Communities.
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	Keeping you safe
	Keeping you safe
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	We’ve been working with North West Ambulance Service tohelp keep the defibrillators emergency ready.
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	Our Health and Safety Advisor has been working with the young people at one of our youngpeople’s centres to educate them on electrical safety.
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	In this year BCH completed a restructure of the Services Team to form a new team to manageexisting and new requirements for Building Safety. The Compliance Team was formed toensure BCH fulfils it requirements to manage and provide transparency on Gas safety,Asbestos safety, Legionella (water quality), Lift safety, Fire safety and Electrical safety.
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	The Compliance Team now holds corporatemembership of the Association of Safety andCompliance Professionals (ASCP).
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	The works ourCompliance Teamhas completed thisyear...
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	New HeatingInstallations (FromElectric to Gas)
	New HeatingInstallations (FromElectric to Gas)
	New HeatingInstallations (FromElectric to Gas)
	New HeatingInstallations (FromElectric to Gas)



	Mechanical &Electrical Audits
	Mechanical &Electrical Audits
	Mechanical &Electrical Audits
	Mechanical &Electrical Audits



	26
	26
	26
	26









	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Div
	Figure



	Div
	Div
	Div
	Figure



	Along with BCH Involvement and Communications Team,The Compliance Team produced fire safety information andCarbon Monoxide information for all tenants.
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	Our Compliance Team supported the `Wash YourWords’ project at Mereside with the heatingContractor Read & Errington and ElectricalContractor Technical & Electrical providingEngineers to carry out works on Heating, Electricaland Fire Safety Systems.
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	In 2023-24, ourCompliance Team willbe focusing on:
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	The completion of Carbon Monoxide Alarm installation toproperties with Gas or Coal burning equipment.
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	Involving You
	Involving You
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	We have supported the Lettings Team to providecommunications to new customers in the form ofwelcome packs and follow up emails. This informationincludes BCH services, BCH and Tenant responsibilities,and information about safety on the home.
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	Following the results of the customer access and communication survey, we now provide at least2 newsletters per year to customers in both printed and digital versions. The newsletters focus onthe information that our customers told us was important to them.
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	We’ve re-developed our complaint policy and process toensure it remains in line with the Housing Ombudsman’scomplaint handling code.
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	We have driven to obtain customer email addresses to buildour customer digital mailing list for those who prefer toengage with us this way.
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	The Green and Clean Warden activities have continued to thriveand we now have 66 volunteers. Green Wardens returned 193forms over the year and Clean Wardens returned 189.
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	We held roadshows across Blackpool where customers couldcome and meet staff from across BCH face to face to discuss anyconcerns or queries.
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	We have maintained regular social media campaignsproviding service updates and relevant information, furtherincreasing our online presence and engagement.
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	From April 22 to January 23 the BCH Facebook pagereached 36,753 people, which is a 30% increase from theprevious period.
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	10 documents were reviewed by our Reading Panel.
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	As a result of feedback on surveydesign, we have stripped
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	this back to ensure that
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	surveys are clearer
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	and more accessible.
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	We now have 3525 followers on both Facebook and X(formerly Twitter).
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	Supporting TOWER to conduct a scrutiny exercise on Damp and Mould
	Supporting TOWER to conduct a scrutiny exercise on Damp and Mould
	Supporting TOWER to conduct a scrutiny exercise on Damp and Mould
	Supporting TOWER to conduct a scrutiny exercise on Damp and Mould



	Obtaining the TPAS re-accreditation and implement any recommended actions.
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	Introducing a Mystery Shopping involvement activity to monitor our servicestandards and assess the quality of frontline services.
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	In 2023-24, we will be focusing on:
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	Continuing to build a positive complaint culture and to assess and publicise lessonslearnt.
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	Supporting with the review and implementation of new Service Standards that sets outclearly what our customers should expect from us and our services.
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	Supporting our Communities
	Supporting our Communities
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	This year we providedfunding to 6 projectsthrough the Tenant’sProject Fund, benefitting915 people.
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	Freedom Church
	Freedom Church
	Freedom Church
	Freedom Church
	 received
	                        
	to continue todevelop the Freedom Centre on Mereside. Funding wasprovided to upgrade the existing catering equipmentand for the purchase and installation of a noticeboard.



	Blackpool Stanley Rugby League
	Blackpool Stanley Rugby League
	Blackpool Stanley Rugby League
	Blackpool Stanley Rugby League
	received
	                     
	to provide RugbyLeague coaching to local schools, bothinside and outside of the curriculum.



	Skool of Street 
	Skool of Street 
	Skool of Street 
	Skool of Street 
	received
	                  
	for a six-month creative writing project - It's a Rap- aimed at children aged 14 - 18 years. Participants will take part in writing, poetry,rap and spoken word workshops.



	The project will be run over 3 years but an initial Tenant’s Project Fundgrant will allow the project to get started and fund part of the first years’activities.
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	The Warm House at Layton Community House received
	The Warm House at Layton Community House received
	The Warm House at Layton Community House received
	The Warm House at Layton Community House received
	                   
	to provide help and support to customers affected by the cost ofliving and fuel crises. Funding was also to
	 

	be used to provide baby
	be used to provide baby
	 

	and female products.
	and female products.

	 
	 



	Active Blackpool
	Active Blackpool
	Active Blackpool
	Active Blackpool
	 received
	                     
	to deliver a number of diversionary activities within theTalbot & Brunswick area, in partnership with Blackpool Boys and Girls Club.

	Activities included, football, boxing and basketball and will be run by qualified sports coaches.
	Activities included, football, boxing and basketball and will be run by qualified sports coaches.



	Think Forward received
	Think Forward received
	Think Forward received
	Think Forward received
	                         
	to run their VOIC:edproject, which aims to offer young people with the opportunity togain confidence through spoken word and basic technical audioknowhow through Podcast and DJ Training.



	Additional funding wasused to enhance therear garden area.
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	not upheld
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	Neighbourhoods
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	Making things right
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	We know that things can and do go wrong and when theydo we want you to tell us.
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	We're always looking to improve and develop our services,and often, complaints help us to do just that.
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	Responsive Repairs
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	Our year in numbers....
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	Over the past year (April 2022 - March 2023) we recorded:
	Over the past year (April 2022 - March 2023) we recorded:
	Over the past year (April 2022 - March 2023) we recorded:
	Over the past year (April 2022 - March 2023) we recorded:



	61%
	61%
	61%
	61%



	39%
	39%
	39%
	39%



	29%
	29%
	29%
	29%



	18%
	18%
	18%
	18%



	8%
	8%
	8%
	8%



	8%
	8%
	8%
	8%



	7%
	7%
	7%
	7%



	33
	33
	33
	33



	In September 2022
	In September 2022
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	In September 2022
	 

	we completed the
	we completed the
	 

	self assessment of
	self assessment of

	our Complaints
	our Complaints
	 

	Policy against the HousingOmbudsman’s Complaint
	Policy against the HousingOmbudsman’s Complaint
	    



	 
	 
	 
	 
	Handling Code. Scan the
	 

	      
	      
	QR code to find out more.









	This shows the action we have taken as a result of some of the complaintsreceived.
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	Explanationprovided/advicegiven
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	Apology provided
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	Remedialworks/service
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	Compensationawarded
	Compensationawarded
	Compensationawarded
	Compensationawarded



	Change to managementof contractor
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	Goodwillgesture made
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	Change toProcess/Policy/Procedure
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	Individual/Teamdiscussion
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	We will acknowledge a formal complaint within 5 workingdays of receiving it.
	We will acknowledge a formal complaint within 5 workingdays of receiving it.
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	We will acknowledge a formal complaint within 5 workingdays of receiving it.



	We will have investigated and responded to a formalcomplaint within 10 working days of receiving it.
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	We will have conducted and completed a Stage 2 AppealPanel for Stage 2 complaints within 20 working days of acustomer escalating it.
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	The number of complaints per 1000 properties.
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	The percentage of complaints completed within timescales.
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	Our complaints performance targets and how we’ve done:
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	The percentage of complaints resolved at Stage 1.
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	Keeping your neighbourhoods safe
	Keeping your neighbourhoods safe
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	We have developed an ASB Toolkit, which isnow available on our website. This providesuseful information about the different types ofASB and provides advice to customers.
	We have developed an ASB Toolkit, which isnow available on our website. This providesuseful information about the different types ofASB and provides advice to customers.
	We have developed an ASB Toolkit, which isnow available on our website. This providesuseful information about the different types ofASB and provides advice to customers.
	We have developed an ASB Toolkit, which isnow available on our website. This providesuseful information about the different types ofASB and provides advice to customers.



	In line with Housing Ombudsman guidance we have updated ourwebsite with details on how we will deal with noise nuisance.We have also published details on how to be a good neighbour.
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	We have developed a digitalfly-tipping report to enablecustomers to make reportsdirectly to us via the customerself service portal, MyBCH.This has streamlined theprocess and reports arereceived by our contractorsin a more timely manner.
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	The ASB Service continues todevelop an excellent workingrelationship with agencies such asthe Police and Community SafetyTeams. This joint working wasevidenced when a Closure Orderon Argosy Avenue was successfullyissued by the Courts.
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	Our year in numbers....
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	Preventative actions taken
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	The Neighbourhood Service established EstateWalkabouts and actively encourage residentinvolvement. Customers have made a number ofsuggestions how to improve the service, for example,grounds maintenance work, slip and trip hazardsand maintenance of the Community Centres.
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	We have restarted our annual meetings with ourclean and green wardens. At these meetings wediscuss customer feedback on our cleaning andgrounds maintenance contractor, it’s an opportunityfor our customers to meet our contractors and holdthem accountable for their performance.
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	Looking forward...
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	Working towards aRESOLVE accreditationfor our ASB service.
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	In 2023-24, we will be focusing on:
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	Carrying out estate walkaboutsand engage with residents tolook at the areas they are livingin. We are aiming to improvethe condition of gardens, litterand communal areas.
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	You said,we did
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	Following customer feedback,we are now completingComplainant Action Plans withall complainants (Low, Mediumand High categories). This nowalso forms part of ourperformance
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	Works on reviewing theGrounds Maintenancecontract is continuing.
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	Works on reviewing theGrounds Maintenancecontract is continuing.

	We have had a number ofsubmissions who haveexpressed an interest indelivering the service.
	We have had a number ofsubmissions who haveexpressed an interest indelivering the service.



	If you feel yourareas wouldbenefit from someimprovementsplease contact uson asb@bch.co.ukor 01253 477900(selection option 3)for more details.
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	The other two major items of expenditure in the HRA are the day to daycosts of repairing, maintaining and managing your home. These twoitems include the cost of the management fee paid to BCH by BlackpoolCouncil. Scan you the QR code to view our audited 2022-23 accounts.
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	Like other local housing authorities, Blackpool Council manages the income and expenditure forits stock of rented and leasehold homes through the Housing Revenue Account (HRA).
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	Income items, like rent and service charges for homes and garages, are accounted for directly inthe HRA.
	Income items, like rent and service charges for homes and garages, are accounted for directly inthe HRA.
	 

	Expenditure items include the cost of depreciation in the overall value of the housing stock andother capital costs, such as the development at Grange Park. Previous borrowing is mainly fundedfrom loans with the annual interest payments on them charged to the HRA. A small amount ofspending covers bad debt provision for rent and other charges that cannot be recovered.
	Expenditure items include the cost of depreciation in the overall value of the housing stock andother capital costs, such as the development at Grange Park. Previous borrowing is mainly fundedfrom loans with the annual interest payments on them charged to the HRA. A small amount ofspending covers bad debt provision for rent and other charges that cannot be recovered.
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	Income and Expenditureexplained...
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	The Housing Revenue Account reserves have been built up to fund future property improvements,new services and major capital projects.
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	£4,230,000
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	Repairs & maintenance
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	Capital &Depreciation Costs
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	£18,790,000
	£18,790,000
	 Rents (74%)

	£
	£
	2,292,000
	 Service Charges (8%)
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	£
	4,271,000
	 Capital Grants & Other Income (17%)

	£
	£
	125,000 
	Investment Income (1%)



	Reserves brought forward 1.4.22
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	Reserves carried forward 1.4.23
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	How we spendyour money
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	£25,478,000 Total Income
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	Following a recent survey 84% of respondentsstated they were satisfied with the value formoney of their rent, with 59% very satisfied
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	Following the introduction of Tenant Satisfaction Measures (TSM’s), we commissionedM.E.L Research to undertake a survey to gather feedback from all our residents.
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	Tenant Satisfaction Measures
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	Satisfaction withthe time taken tocomplete repair
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	Satisfaction thatBCH listens toyour views andacts upon them
	Satisfaction thatBCH listens toyour views andacts upon them
	Satisfaction thatBCH listens toyour views andacts upon them
	Satisfaction thatBCH listens toyour views andacts upon them



	58.6%
	58.6%
	58.6%
	58.6%



	Average
	Average
	Average
	Average



	64.2%
	64.2%
	64.2%
	64.2%



	Satisfaction thatthe BCH keepstenants informed
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	A total of 829 surveyswere completed,representing an 18%response rate
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	The average % refers to the ‘Median’ score of benchmarkedSocial Housing providers results taken from Housemark.
	The average % refers to the ‘Median’ score of benchmarkedSocial Housing providers results taken from Housemark.
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	The areas the survey covered were:
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	Overall satisfaction
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	Keeping properties in good repair
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	Maintaining building safety
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	Respectful and helpful engagement
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	Effective handling of complaints
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	Responsible neighbourhood management
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	For further information on Tenant SatisfactionMeasures and to view the full report, pleasecontact us on enquiries@bch.co.uk or call 01253477900 (Select option 4, then 3)
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	The satisfaction levels seen in this recent surveyhave decreased since the previous surveyundertaken in 2019. We are currently looking intothese results to help us improve the service weprovide to our customers going forward.
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	Blackpool Coastal Housing
	Blackpool Coastal Housing
	Blackpool Coastal Housing
	Blackpool Coastal Housing
	Blackpool Coastal Housing

	Coastal House
	Coastal House

	17-19 Abingdon Street
	17-19 Abingdon Street

	Blackpool
	Blackpool

	FY1 1DG
	FY1 1DG

	T: 01253 477900
	T: 01253 477900

	E: enquiries@bch.co.uk
	E: enquiries@bch.co.uk

	W: www.bch.co.uk
	W: www.bch.co.uk




	Blackpool Coastal Housing believes in access for all. To ensure the services provided by Blackpool CoastalHousing are accessible, information can be made available in a variety of formats and languages.
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	Blackpool Coastal Housing believes in access for all. To ensure the services provided by Blackpool CoastalHousing are accessible, information can be made available in a variety of formats and languages.

	For more information about these services please telephone 01253 477900 or email enquiries@bch.co.uk
	For more information about these services please telephone 01253 477900 or email enquiries@bch.co.uk



	Spółdzielnia Mieszkaniowa Blackpool Coastal Housing uznaje, iż świadczone przez nią usługipowinny być ogólnodostępne, zatem informacje na ich temat
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	udostępniane są w różnych formatach i wersjach językowych.
	udostępniane są w różnych formatach i wersjach językowych.

	W celu uzyskania szczegółowych informacji na temat świadczonych usług, proszę zadzwonić podnumer 01253 477900 lub wysłać e-mail na adres enquiries@bch.co.uk.
	W celu uzyskania szczegółowych informacji na temat świadczonych usług, proszę zadzwonić podnumer 01253 477900 lub wysłać e-mail na adres enquiries@bch.co.uk.



	En Blackpool Coastal Housing creemos que la información debe estar alalcance de todos. Para asegurar que los servicios de Blackpool CoastalHousing son accesibles podemos ofrecer información en diversosformatos e idiomas.
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	Para saber más sobre estos servicios, póngase en contacto con nosotrosen el teléfono 01253 477900 o por email enquiries@bch.co.uk
	Para saber más sobre estos servicios, póngase en contacto con nosotrosen el teléfono 01253 477900 o por email enquiries@bch.co.uk



	Blackpool Coastal Housing 公司相信每個⼈都有存取的權利。為確保您能使⽤ Blackpool Coastal Housing 公司的服務，資訊會以多種格式和語⾔提供。
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