dZSi@ﬂZd 10 updafa Wov on the iMPMT Wovy involvement has
made here ar BCH We V\OPZ Wov anjmg he read..

ACCREDITED
DID YOU KNOW? 2023 2026
BCH is a Tpas accredited landord. Tpas are England’s leading
Tenant Engagement experts. They promote, support and

champion tenant involvement and empowerment in social _
housing across England. tpas

As a Tpas member, it means that you can also access their LANDLORD

services and resources. X

T0 find ovt more aoovt Tpas
and regjister for your own
account, scan the GR Code!

IN THIS
FIRST
EDITION...

Meet the Team ACtVity vpdates Your feedoock
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Svzanne Tomlinson

Involvement and
Communications
Manager

Claire ﬁUleeld

Involvement and
Communications
Officer

Meetr the Team..

We know it’s often nice to put a face to a name!

Jén TM\DY

Involvement and
Communications
Team Leader

X femy

3 2 : i
Phil Duhig
Involvement and

Communications
Officer

- A

Mia Crewdson

Involvement and
Communications
Assistant

Bkl eradq
Involvement and

Communications
Officer

“W@’m YZSPOHS\blZ for all planned cvstomer involvement and anga@amen’r activities,
as well as infernal and external communications, customer feedoack and oomploun’rs.

we think it's so iMPOYTa.ﬂT for Wov 0 have a S0 in how ®CH PYOV\dZS its services
ond V\ZlP vsS 0 make maan'\ngf vl OV\M\@% for the benefit of all ovr customers. 9@

If you have a query about your involvement or would like to join other
activities, please just get in touch!

BCH Involvement and Communications Team

01253 477911 customerinvolvement@bch.co.uk



The TOWER Scrutiny Panel acts as a positive critical friend to

assess and challenge BCH services. Over the past 2 years, TOWER has completed

3 in-depth scrutiny exercises on the Repairs service, how BCH deals with Damp
& Mould and the Rents service. This included:

As a result, TOWER has made 35 service improvement recommendations!
Here’s just some of them:

¢, Reminder messages are now sent fo customers before repair appointments where possible

¢ Damp and Mould Information Guide and video created to provide information to customers

The BCH website has been updated to provide more resources and information on
Rent and relevant support services

All frontline staff now carry visitor cards so customers know who
visited them and how to contact them

Find out more by reading their latest Progress Report, just

scan the QR code or we can send you a printed copy! \_) [=]: .
OOW\P\MY\TS Panel

Members of our Complaints Panel help to ensure BCH'’s internal complaints
process is fair by impartially reviewing complaints at Stage 2. Regular
meetings are also held to help improve and develop this service. Between the
beginning of April and the end of September, the Complaints Panel has:

_ Assisted in reviewing Helped to finalise the
Reviewed 'I 8 Upheld or partially BCH’s Self-Assessment in Complaints Booklet to
upheld 77% line with the Housing provide clear
Stage 2 complaints = ¢ complaints reviewed Ombudsman’s Complaint  information to
Handling Code customers

As well as other things, as a result of the Complaints Panel involvement:

Call recording has been introduced for the Repairs Hotline.

Anti-Social Behaviour (ASB) warning letters have been changed to
advice letters where ASB has not been evidenced.




ACTivify updates

MUstery Shopping Scheme

Mystery Shoppers help us to monitor the ease of access and quality of our
frontline services. This scheme was recently relaunched in 2024 and the pilot
exercise focused on knowledge of the complaints process across BCH.

This identified areas for improvement to provide a consistent approach, and
the following was completed as a result:

A staff guidance document was created to provide information to all staff on the

complaints process

The Involvement & Communications Team attended all Team Meetings to discuss
the complaints process with staff, helping to ensure consistency throughout the

organisation and that complaints are handled in line with the policy.

RZ&dm@ Panel

Our Reading Panel helps to ensure that our publications and
communications with customers are clear and relevant to BCH \/(_

~oN—

residents. Between the beginning of April and the end of
September, 6 documents were reviewed and the following \’(-
changes were made as a result of feedback:

’ The photos in the Green Warden Booklet were edited to improve the picture quality

Information on Green Waste Collections was added into
the Garden Maintenance leaflet \%
’ The format of some of the information in the September BCH \\/

Newsletter was changed to make it clear and easier to read
Documents reviewed b({] ovY R@&d\ﬂ@ Panel d‘SPlaid his |0@0 J

Procvrement Panel

Our Procurement volunteers get involved in the process for appointing new
contractors to ensure we find the right supplier. The Grounds Maintenance
Contract was reviewed through the procurement process with a customer
volunteer which saw Fylde Council secure the contract for April 2024 onwardes.

In May 2024, a volunteer assisted with the Building Works tender process,
reviewing applications and completing assessments based on specific criteria
required.



Green Warden Scheme

Our Green Warden volunteers help us to monitor the Grounds
Maintenance contract and assess how well we maintain green
spaces around your home. During the grass cutting season:

114 feedback surveys were returned from 32 wardens

Overall, 37% rated the standard of service as Good, 44% OK and 19% Poor

In October 2024, a Green Warden Meeting was held to discuss areas for
improvement, concerns, service developments and provided volunteers with
the opportunity to meet with staff and partnering contractor, Fylde Council:

Litter picking not being completed before grass cutting was raised as an issue. Toolbox
Talks have since been completed with Fylde Council to stress the importance of this. Whilst
it is impossible to collect all litter, as much as possible should be collected going forward.

Following reports of unprofessional contractor conduct, a question is going to be added
to the feedback survey to ensure any issues are picked up in a timely manner.

» Weeds on pathways remain an issue. Weeds are treated with a chemical spray 3 times per
# year and Fylde Council has confirmed that they will address any issues during monthly
routine maintenance visits.

% BCH are looking at options for suitable systems to record contractor activities and monitor
performance, including before and after photos of maintenance work.

Clean Warden Scheme Q

Our Clean Warden volunteers help us to monitor the cleaning
contract in our 3 storey blocks and ensure the areas are being
maintained correctly. Between the beginning of April and the end of September:

’ 33 feedback surveys were returned from 14 wardens

’ Overall, 64% rated the standard of service as Good, 24% OK and 12% Poor

Following reports of incorrect
protective equipment being worn,
partnering contractor 5-AM Contract
Cleaning have been reminded about the
importance of this for their own safety.
All contractors are continually reminded
of this when operating within BCH sites.

Following reports of block Further to
cleaning schedules not being = feedback on the
completed, 5-AM have been condition of

reminded to ensure that some of the
these are updated once the noticeboards, 19
maintenance has been have now been
carried out. replaced.




Our Neighbourhood Panel supports BCH to monitor the Neighbourhood
Service, providing customer insight and collaboration. They also help to
ensure the service is reflective of community needs and is compliant with
regulatory standards. This is a new involvement activity, with 3 meetings held

so far in 2024:
The Terms of Reference for the panel has been developed and agreed with members

Members reviewed the Anti-Social Behaviour Policy and Booklet to ensure these are fit
for purpose

It was agreed that members will be helping to review the standard letters currently sent
by the service

Tenanfs Project Fund (TPF)

The TPF supports projects that genuinely make a difference to the lives of our
customers and the neighbourhoods in which they live. Volunteers help to
assess Which projects are most deserving of funding by reviewing applications.
Between the beginning of April and the end of September, the TPF funded:

’ £740 was granted to JFH in May 2024, to help transform the communal garden at one
of their recovery houses and provide a comfortable outdoor space for residents.

’ In Sept 2024 United Youth Alliance (UYA) received £1000 in funding towards their
UYA Rainbow Coastal Social Action group project, which forms part of the ‘Be who

you want to be initiative’. The funding will be used to provide safe and inclusive
training opportunities for young people from the LGBTQ+ community.




Yovur feedoback covnts

Your feedback helps us to improve and develop our services for the benefit
of all customers. In October 2024, we sent a short survey to all 76 of our
involved customers. Thank you to those of you who responded, a summary
of your feedback can be found below:

)
© RESPONSES RECEIVED, REPRESENTING 85% @

A 38% RESPONSE RATE are satisfied or very satisfied
with their overall involvement

experience

1 8% said they are dissatisfied

with the training and support
offered to help carry out their
involvement role

I uov feel that yov would benefit from
additional fraining, please lef us know. we
can offer individual and tailored support.

21% said that they don't think BCH listens to their views and values
their opinions

BCH has a |ong, ¢stablished commitment 1o engagin with customers in
the issves that affect or inferest them. we know the WV\POH’M\C@ of
this for WV\PYDV'\HQ service d@“V@Y(ﬂ.

Your Views make a b\g difference, that's WW{] we offer a numboer of

wauys for yov 1o get involved.

We understand thaf it can be Trustraring when issves yov have raised
aren't resolved ovf we do valve all feedoack and vy our best 1o
IMprove and develop services as a result of your involvement. we can't
Mwaus change things out will let yov know when this is the case and
Yy To compromise wherever possiole.

19%

said they are dissatisfied
with the updates BCH
provides on how involved
customer feedback has
been used and how it has
improved services.

We know we don't awaus get it right
when it comes 10 feeding back on how
Wour involvement has made a difference
- fhat's why we've developed this
newslefter, 10 keep yov vpdated on the
impact your involvement has had. Going
forward, we'll be producing this
newsletter on & b-monthiy basis for yov.




Yovr feedback covunts

We asked yov what oenefit yov gef from being involved with 8CH; 22 of
Wov answered with the following responses:

.
(A

wWé V\OP@ this newsletter V\@lPS 0 show the
'\MP&GT Wovr involvement has had and how
much we &PPY@O‘M’Z Wovr enga@amanf.

said there was no benefit
to being involved

8 said making differences
and helping to improve
services for all residents

11 said feeling valued and being able to involve others by listening to concerns
or helping to create a community feeling

o ZET

Over the coming months, we’ll be reviewing the information we share on

our BCH website. We’d love for you to get involved in this review, by giving
your views on current content, and what your thoughts on any relevant
information which could be included.

If you have time to spare and are interested in helping
us with this project, please get in touch!

BCH Involvement and Communications Team

@ 01253 47791

@ customerinvolvement@bch.co.uk

VAN
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Yov can check ovt our BCH websife bl{] scann'\n@ the QR code or
ViS‘ﬁﬂ@ www.bch.co.vk. You'll find information on all ovr involvement
activifies and other relevant news!




