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21 April 2026 
 
 
To: Councillor Neal Brookes (Chair), Neil Herring, Councillor Jim Hobson, Councillor Diane 

Mitchell MBE, Claire Stone, Andrei Szatkowski, Marie Thompson and Karl Tupling 
 
The above Directors are requested to attend the:  
 

JOINT MEETING OF THE BOARDS OF  
BLACKPOOL COASTAL HOUSING LIMITED AND  

BLACKPOOL HOUSING COMPANY LIMITED 
 

Tuesday, 28 April 2026 at 4.00 pm 
at Coastal House, Abingdon Street 

 

A G E N D A 
 

This information is provided for the purpose of this meeting only and must be securely 
destroyed immediately after the meeting. 

 
NOTE: This is a joint meeting of the Boards of Blackpool Coastal Housing Limited and 

Blackpool Housing Company Limited. With regard to items relating only to Blackpool 
Housing Company, Board members will act in their role as Directors of Blackpool 
Housing Company and make their decisions under those items in that capacity. For 
items relating only to Blackpool Coastal Housing, Board members will act in their role 
as Directors of Blackpool Coastal Housing and make their decisions under those items 
in that capacity. In regards to any votes for shared items, these will be taken as one 
vote which will apply to both companies unless any Board member indicates 
otherwise. 

 
  
1  APOLOGIES   

 
2  DECLARATIONS OF INTEREST   

  
 Board Members are asked to declare any interests in the items under consideration 

and in doing so state the nature and extent of the interest. 
 



If any Board member requires advice on declarations of interests, they are advised to 
contact the Company Secretary in advance of the meeting. 

 
3  SHAREHOLDER UPDATE   

  
 1. To receive a verbal update from the Shareholder on the government’s preferred 

Local Government Reorganisation model and the implications for the companies. 
[Note – Mr Alan Cavill, Shareholder Representative, has been invited to the meeting 
to present this item.] 

2. To receive a brief update on the companies’ appearance at the Shareholder 
Committee meeting attended by BCH and BHC on 21 April 2026. 

3. To consider any matters the Boards wish to raise with Blackpool Council in its role 
as Shareholder / Member. 

 
4  MINUTES OF THE LAST MEETING HELD 17 FEBRUARY 2026  (Pages 7 - 18) 

  
 To agree the minutes of the last meeting held on 17 February 2026 as a true and 

correct record. 
 

5  MATTERS ARISING   
  

 17 February 2026 Board meeting: 
 
Minute 4 – Matters arising 

 Mrs Kerr to undertake a high-level review of Non-Executive Directors’ terms of 
office across all of the Council’s wholly owned companies and provide a further 
update to the Boards in due course. 

 
Minute 8 – Economic Crime and Corporate Transparency Act 2023 – offence of failure 
to prevent fraud 

 Mrs Kerr to speak with Mrs Greenhalgh to clarify whether Lumen Housing 
would be responsible for its own fraud prevention arrangements or whether 
oversight would be via BHC. 

 Mrs Murphy to discuss with Mrs Greenhalgh how the training offered by 
Barclays (the Council and companies’ bank) was to be delivered. 

 
Minute 9b – BCH Management Team report 

 Ms Piper to circulate the draft action plan following the DTP mock inspection 
before the next Board meeting for comments. 

 
Minute 9e – Performance report 

 Ms Piper to circulate a copy of the voids desktop data review to Board members 
before the next meeting. 

 
Minute 10c – BHC Chief Operating Officer’s and Development update 

 The Assistant Company Secretary to arrange a meeting of the Housing 
Regeneration Committee before the next Board meeting. (Action completed – 
meeting held 16 April and minutes presented at item 8b) 
 

 



Minute 10d – Finance update and performance dashboard 
 The Chair to sign off the variation to the terms of the funding agreement to 

extend the current loan availability period by six months to 30 September 2026. 
 
Minute 15 – Reflection session 

 Mrs Kerr to bring back an updated action plan to the next meeting incorporating 
feedback from the mock inspection exercise and comments from the Chief 
Operating Officers. (Item 13) 

 
6  JOINT MEETINGS OF THE BLACKPOOL COASTAL HOUSING AND BLACKPOOL HOUSING 

COMPANY AUDIT COMMITTEES HELD ON 5 MARCH AND 14 APRIL 2026  (Pages 19 - 
34) 
  

 The Boards to note the minutes of the joint meetings of the Blackpool Coastal Housing 
and Blackpool Housing Company Audit Committees held on 5 March and 14 April 2026. 

 

7  FAIR EMPLOYMENT CHARTER   
  

 The Boards to consider the Shareholder’s request for all its wholly-owned companies to 
sign up to the Council’s Fair Employment Charter (verbal item). 

 
8  BLACKPOOL HOUSING COMPANY   

  
 To consider items in relation to Blackpool Housing Company. 

 
8a   WRITTEN RESOLUTION APPROVED 7 APRIL 2026  (Pages 35 - 36) 
  

The BHC Board to note the Written Resolution approved on 7 April 2026. 
 

8b   MINUTES OF THE HOUSING REGENERATION COMMITTEE MEETING HELD ON 16 
APRIL 2026 (5 MINUTES)   

  
The Board to note the minutes of the BHC Housing Regeneration Committee 
meeting held on 16 April 2026. 
 
Note: The minutes in relation to this item will follow under separate cover. 

 
8c   HOUSING REGENERATION REFRESH (20 MINUTES)   
  

Mr Lee Burrell, Chief Operating Officer (Regeneration and Development) and Ms 
Sarah Speakman (Head of Strategic Developments) to lead a refresher session 
for Board members on Blackpool’s Housing Regeneration scheme. 

 
8d   CHIEF OPERATING OFFICER'S AND DEVELOPMENT UPDATE (10 MINUTES)  (Pages 

37 - 52) 
  

To provide the Board with an update on key strategic and operational matters, 
the Company’s acquisitions and development programme and activities 
undertaken through the development agency role in support of Blackpool 
Council’s housing activity. 



 
8e   FINANCE UPDATE AND PERFORMANCE DASHBOARD (10 MINUTES)  (Pages 53 - 

66) 
  

To provide the Board with an update on the financial position and performance 
of Blackpool Housing Company Limited. 

 
8f   HOUSING PERFORMANCE UPDATE (10 MINUTES)  (Pages 67 - 74) 
  

To provide Board with an update on Compliance and Housing Performance 
Indicators. 

 
8g   ALLOTMENT OF SHARES (5 MINUTES)  (Pages 75 - 78) 
  

To review the decision taken at the Board meeting held on 22 April 2025 in 
relation to the issuance and allotment of shares up to an aggregate nominal 
amount and if deemed fit, agree that the arrangement continues. 

 
9  BLACKPOOL COASTAL HOUSING   

  
 To consider items in relation to Blackpool Coastal Housing. 

 
9a   BLACKPOOL COASTAL HOUSING MANAGEMENT TEAM REPORT (15 MINUTES) 

 (Pages 79 - 124) 
  

To inform the Board of any significant development or issue that has arisen 
since the last Board meeting, to seek decisions where required, and provide 
assurance to the Board on operational matters. 

 
9b   TENANT SATISFACTION MEASURES SUBMISSION AUTHORISATION (15 MINUTES) 

 (Pages 125 - 136) 
  

1. To provide assurance to the Blackpool Coastal Housing (BCH) Board that the 
technical requirements of the Tenant Satisfaction Measures (TSM) have 
been met, in order that the results can be published and submitted to the 
National Register of Social Housing (NROSH). 

2. To provide the Board with the overall results of the TSM: Tenant Perception 
Survey and Management Measures. 

 
9c   CUSTOMER INVOLVEMENT AND COMPLAINTS UPDATE (15 MINUTES) (Pages 137 

- 186) 
  

To update Board members on developments relating to customer involvement 
activity, including complaints and customer voice. 

 
9d   PERFORMANCE REPORT (10 MINUTES)  (Pages 187 - 192) 
  

To inform the Board of current performance across several key indicators. 
 

 



9e   BLACKPOOL COASTAL HOUSING BUSINESS PLAN 2026/27 (10 MINUTES)  (Pages 
193 - 200) 

  
To provide Board with the draft BCH Business Plan 2026/27 for discussion / 
approval. 

 
9f   VOIDS DESK-TOP REVIEW PROGRESS UPDATE (15 MINUTES)  (Pages 201 - 206) 
  

To inform Board of initial findings from the voids desk-top review completed by 
BCH’S Performance Team with regards to the current void process and 
performance. 

 
10  JOINT BOARD MEETING WORK PROGRAMME  (Pages 207 - 216) 

  
 To consider the 2026 work programme for joint Blackpool Coastal Housing and 

Blackpool Housing Company Board meetings and suggest any amendments or 
additions. 

 
11  ANY OTHER BUSINESS   

  
 To consider any other business which is not within the agenda. Please note matters 

arising under any other business are for information only and no decision items should 
be raised under this item, unless deemed of an urgent nature. 

 
12  DATE OF NEXT MEETING   

  
 To note the date and time of the next meeting as Tuesday, 28 July 2026 commencing at 

4.00pm at Coastal House, Abingdon Street. 
 

13  REFLECTION SESSION  (Pages 217 - 218) 
  

 1. Discussion item led by the Chair and Chief Operating Officers reflecting on the 
format of the meeting and considering issues relating to matters such as 
Governance and Shared Services. 

2. To consider an updated action plan incorporating feedback from Board members, 
Chief Operating Officers and DTP following the “mock” inspection as to the 
effectiveness of joint meetings (attached at Appendix 13a). 
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: BLACKPOOL COASTAL HOUSING BOARD 

Relevant Officer: Vikki Piper, Chief Operating Officer / Stephen Dunstan – Director of 
Resources /Jamie Weston  - Interim Director of Asset Management 

Date of Meeting:   28 April 2026 

 

BCH MANAGEMENT TEAM REPORT TO BOARD 
 
1.0 
 

Purpose of the report: 
 

1.1 To inform the Board of any significant development or issue that has arisen since the 
last Board meeting, to seek decisions where required and provide assurance to the 
board on operational matters. 

  
2.0 
 
2.1 
 
2.2 
 
3.0 
 
3.1 
 
 
 
 
 
 
3.2 
 
 
 
 

Recommendations  
 
To note the contents of the report and challenge / seek clarification as appropriate. 
 
To approve the attached policy updates and strategies. 
 
Chief Operating Officers Update 
 
Supported Housing 
 
I am pleased to advise that Denise Williams has been confirmed as the Nominated 
Individual in respect of Argosy House and Bispham House, following her successful 
application and interview with Ofsted. This enables us to ensure stability and 
consistency of delivery in this area. 
 
Human Resources systems work 
 
I am pleased to report that following additional support from the Council in respect 
of the management fee, and practical support from the Council’s HR systems team, 
we are now adopting the Council’s systems for recruitment, inductions, and 
appraisals. 
 
The transition has presented some challenges, especially with end of year payroll 
processes, but will radically modernise HR processes by reducing admin which in turn 
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

will create additional capacity within the HR Team and wider management 
workforce, to focus on more complex HR matters.  
 

4.0 
 
4.1 
 
4.2 
 
 
 
 
 
4.3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
4.4 
 
 
 
 
 
 
 
 

Director of Resources Update  
 
Finance update 
 
The most recent reporting was at Month 10, where a £4k favourable variance against 
budget was forecast (£207k actual deficit, budget £211k). Whilst the wider financial 
outlook remains unpredictable reasons were given in the budget report why a more 
favourable result is currently expected in 2026/27, chiefly reduced employer 
contributions and continuing and extended senior management savings. 
 
Housing Services 
 
Rents  
The figures are still being finalised, and will be included in the performance report, 
but at the time of writing the headline rent collected figure is anticipated to be just 
under 98%. Given the remains of Universal Credit cases being migrated in particular 
this is an excellent level of performance and great credit is due to the Rents Team. 
 
Lettings 
An update on the furnished tenancies pilot is included as Appendix 9a(i) to this 
report. 
 
Neighbourhoods 
The service contributed extensively to a multi-agency learning exercise reviewing a 
number of self-neglect cases including BCH tenants. The next of these exercises is 
underway and on Domestic Abuse, and the service is contributing to this as well as 
speaking at the DA Board Development Day on 14 April. 
 
Business Services 
 
Customer Involvement 
The new Customer Engagement Strategy for the next three years is attached at 
Appendix 9a(ii). A short life group of customers was convened to discuss potential 
content and the members of that group as well as TOWER have reviewed the draft 
document. 
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4.5 
 

The reaccreditation of the service with TPAS is underway. We hope to be able to 
advise on whether we have retained it by the next board meeting.  A third 
accreditation would lead us to be exemplar status, which is awarded to organisations 
in recognition of their long-term commitment to effective tenant engagement. 
 
ICT 
Migration of Lumen and BHC properties onto the asset management system 
continues to progress well. The introduction of the new CRM system and related 
improvements has been slightly delayed by issues at MRI but user acceptance testing 
is imminent and assurances have been received there will be no further lag. 
 
Equalities 
 
The mock inspection highlighted the lack of recent review of our equalities 
framework. A new Equality Policy Framework has been developed by the HR 
Manager taking appropriate account of the Council’s equality policies.  This is 
attached at Appendix 9a(iii). 

 
5.0 
 
5.1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
Interim Director of Asset Management 
 
Staffing/ Sickness 
 
Things have improved slightly from previous updates at Board. The Compliance 
Manager is now back in work full time and the post of Compliance Officer has been 
recruited to. Unfortunately, BCH’s Asset and Investment Manager has now retired on 
ill health and left the organisation on 13 March 2026. This role has been backfilled 
from within the team on an interim basis. 
 

A number of Repairs Operatives are still on leave with serious illness which is causing 
minor operational problems. Some are scheduled to return in the coming weeks 
which will ease ongoing issues. Two vacancies have also arisen since the last Board, 
which will be recruited to. 
 
As detailed at the last meeting a decision was taken to close down the BCH Capital 
Team. This was based on the team effectively coming to a natural end due to projects 
completing and some staff reaching retirement age. These staff have now all left 
BCH, with the exception of one Operative who joined the Responsive Repairs Team. 
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5.2 
 

Asbestos Incident 
 
An asbestos release occurred at a property in March during the demolition of an 
outhouse. This was due to the contractor, WRPS, not following their own internal 
asbestos procedures. They were provided with the required information from BCH 
but unfortunately chose to commence demolition work prior to the asbestos being 
removed. As soon as BCH became aware of the issue the site was closed down and 
the area made safe in conjunction with our two incumbent asbestos consultants 
Emchia and North Star. 
 
This was an incident that required a RIDDOR to be completed, which WRPS have duly 
done and reported themselves to the HSE. An investigation is ongoing. 
 

BCH took the decision to withdraw any future work from WRPS that involved working 
with asbestos, or required asbestos removal to facilitate works until the HSE 
investigation has been completed and a report produced. BCH and WRPS have met to 
discuss the incident and will meet again on 9 May 2026 to review the situation. 
Should any feedback be forthcoming from the HSE prior to this date then the 
meeting will be brought forward. Until then the situation remains the same and BCH 
are utilising existing partnering contractors to cover WRPS’ work. 
 

5.3 
 

Fires 
 

As reported at the previous Board meeting, BCH had experienced a large fire at a 
property in December caused by an illegal lithium battery on an e-bike. 
 
In the first quarter of 2026 there have been a further nine reported fires that BCH is 
aware of. Five of these were attributable to cooking incidents, with the remaining 
four being caused by arson, a lithium battery, malice and one unknown causation. 
 
The unknown relates to another property which was a fatal fire. A copy of the fire 
report has been requested from Lancashire Fire and Rescue Service (LFRS) but the 
likelihood is that this will not be released until the coroner has completed its 
investigations. BCH has a regular 6 weekly catch-up meeting with LFRS and this fire 
was discussed and no issues raised by them. All necessary documentation and 
certification relating to the checking of gas appliances, electrical circuits and smoke 
detection has been passed to them. This was all in date and compliant. 
 
LFRS is aware of the other fires referenced above too as they attended most of them. 
They reiterated in our most recent meeting with them that they have no issues with 
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how BCH deal with or react to fires and reaffirmed that the majority were tenant 
related. 
 

5.4 
 

Policy Updates 
 

 
 
 
 
 
 
 
 
6.0 
 
6.1 
 
7.0 

The Legionella Control, Gas Servicing, Repairs and Maintenance and Electrical 
Installation and Maintenance Safety policies have all recently been updated by BCH’s 
Compliance Team in line with the Policy Tracker dates. There are no notable changes 
to report from a policy perspective in terms of Legionella and Gas as there have been 
no legislative amendments in these areas. There are regulatory changes afoot for 
electrical works, but these will be noted in the accompanying procedure guide for 
Electrical Safety. Copies of the policies are included in the appendices. 
 
Other Information 
 
Not applicable. 
 
Financial considerations 
 

7.1 Please note 4.1 and 4.2. 
 

8.0 
 

Legal Considerations 

8.1 
 
9.0 
 
9.1 
 
10.0 
 
10.1 
 
11.0 
 
11.1 
 
12.0 
 
12.1 

None at this time. 
 
Sustainability, climate change and environmental considerations: 
 
None at this time. 
 
Other considerations (HR, Performance, Equalities) 
 
Please note staffing matters in section 5.1 and Equalities Policy. 
 
Analysis of risk 
 
Please note issues raised in 5.2 and 5.3. 
 
Internal / external consultation undertaken 
 
Please note Customer Engagement Strategy. 
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13.0 
 
13.1 
 
14.0 

 
Other alternative options to be considered 
 
Not applicable. 
 
List of Appendices: 
 

14.1 Appendix 9a(i) – Furnished Tenancies 
Appendix 9a(ii) – Customer Engagement Strategy 
Appendix 9a(iii) – Equality Framework 
Appendix 9a(iv) – Legionella Control Policy 
Appendix 9a(v) – Gas Servicing Repairs and Maintenance Policy 
Appendix 9a(vi) – Electrical Installation and Maintenance Policy 
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Furnished Tenancy Service Update March 2026 

1. Executive Summary 

The Furnished Tenancy service supports 59 active households as of March 

2026. Arrears levels remain manageable (average £83 with 23% of the tenancies 

with an arrears balance). Rechargeable repairs remain extremely low, with only 

one significant case recorded (£1.9k). ASB concerns (12 cases) largely relate to 

vulnerability, drug, alcohol related issues or noise complaints. 

Access/compliance concerns are minimal (one case). Finance trends show 

movement toward surplus in 2026/27 as package volumes increase. 

2. Key Statistics 

 Total active furnished tenancies: 59 

 Average arrears per tenancy: £83 

 Tenancies with arrears: 13 (22%) 

 Total rechargeable repairs: £1,922 

 ASB flagged cases: 12 

 Access issues recorded: 1 

3. Service Overview 

The furnished tenancy service provides essential household items to support 

tenancy sustainment, reduce homelessness risk, and improve move-on 

outcomes. Packages include beds, cookers, white goods and soft furnishings. 

The service has expanded significantly from 7 packages in 2023/24 to a forecast 

85 packages in 2026/27. 

4. Financial Performance 

Year Income (£) Expenditure (£) Net (£) 

2023/24 1,110 23,061 -21,951 

2024/25 30,995 75,945 -44,950 

2025/26 

(provisional) 

54,000 89,208 -35,208 

2026/27 

(predicted) 

105,638 99,992 5,646 

Appendix 9a(i) 
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Income grows proportionally with furnished tenancy volumes and surpluses 

improve as charges stabilise. Expenditure is front-loaded due to procurement, 

replacements and set-up staffing. The service becomes more self-sustaining 

during 2026 / 2027. 

To give some context to this the very first furnished tenancy started in February 

2024 and cost £2440 to furnish the property.  A total of £3188 has been collected 

in service charges between February 2024 and March 2026.  The tenant still 

lives in the property and has a clear balance on his rent account. 

5. Risks & Mitigations 

Inflation in furniture costs  

Mitigation: Review procurement strategy and package specification annually. 

Arrears in vulnerable households 

Mitigation: Strengthen Alternative Payment Arrangement(APA) uptake, early 

intervention, and support pathways. 

Access issues (Portable Applicance Testing(PAT) / Gas)  

Mitigation: Devise an escalation process and work to align PAT testing to be in 

line with Gas Servicing Programme. 

6. Forward Plan (2026/27) 

A refreshed KPI dashboard will be introduced with arrears, ASB, Access and 

compliance metrics available. 

The intention is to increase to 85 furnished packages while maintaining 

compliance performance. 

There are also potential to bring options to the Board in future to: 

- Develop a model that doesn’t include an initial capital outlay 

- Include carpets and voids as part of an improved voids standard 
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Blackpool Coastal Housing (BCH) listens closely to the views and
voices of our tenants, and uses this vital information to help inform
service delivery and improvements. 

Our Customer Engagement Strategy outlines how we will achieve
this objective. It aims to ensure our customers have a voice and are
able to shape and influence the services we deliver, the safety of
their homes and how we spend their rent to deliver services and
maintain and improve their homes and communities.

Blackpool Coastal Housing is not just about providing good quality,
safe, affordable homes; BCH also supports the key objectives of
Blackpool Council to maximise growth and opportunity across
Blackpool and to create stronger communities and increase
resilience. 

CUSTOMER ENGAGEMENT
STRATEGY 2026 - 2029

Inspiring People to Build Sustainable Communities

We are committed to ensuring all our customers have a voice, are
listened to and have meaningful opportunities to engage with us. 

This also supports the Council’s priority of strong and cohesive
communities.

Introduction

Appendix 9a(ii)
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BACKGROUND & NATIONAL CONTEXT

National Context
Since the Grenfell fire tragedy in 2017 and the tragic death of Awaab Ishak
in 2020, there have been calls for a strengthening of the customer voice in
social housing and placing a greater focus on the customer and the services
they receive. This is to ensure customers have the information and resources
they need to have a genuine say in how their homes and services are
managed. This has now been enacted in law with the establishment of the
Social Housing (Regulation) Act 2023 and the Building Safety Act 2023.

The Social Housing (Regulation) Act 2023
The Social Housing (Regulation) Act 2023 significantly strengthens tenant rights
and landlord accountability by empowering the Regulator of Social Housing
(RSH) with new powers, introducing new consumer standards and commanding
greater transparency, conduct, and tenant engagement from social landlords to
ensure residents are safe and their voices and complaints are heard.

The Transparency, Influence and Accountability standard requires social
housing landlords to be open, act fairly, and empower tenants. The key
principles are: 

TRANSPARENCY11
Landlords must share clear
performance data (TSMs) so
tenants can see how they are
performing.

INFLUENCE22
Landlords must allow tenants
to shape service delivery,
with evidence showing how
feedback was used.

ACCOUNTABILITY33
Landlords must handle complaints
properly, treat residents with respect,
and be held responsible for outcomes.

FAIRNESS44
Ensuring equitable
services that meet the
diverse needs of all
residents.
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BCH, on behalf of the Council, is the largest
social housing provider in the town. We have
concentrations of stock on a number of
estates, as well as other more dispersed
properties across the town. The relatively
small footprint covered makes it more
achievable to undertake face to face
engagement with customers at or near their
homes and there are several Housing
Revenue Account funded community centres
to facilitate this.

The social housing offer in the town includes
general needs stock, sheltered housing and
some young person’s provision. The
engagement needs of customers varies with
the provision they are housed in, whether
they are in employment etc. We also have
leaseholders in our stock and it is important
that they have opportunities to be involved.

Although transience is a significant issue at a
town level, most Council tenancies are
longer-term with many tenants who have
been in their properties for many years. BCH
has been able to develop a network of
involved tenants, some of whom have been
with us from our formation in 2007. Some of
our involvement work, including resident
scrutiny and the co-produced annual report
has been recognised nationally. We have
been TPAS accredited for a number of years,
which provides customers with assurance
that we meet a recognised national
benchmark on involvement and engagement.

We are not complacent, however. We know
that there are parts of our customer base we
are not actively engaging with. Recruiting
new involved tenants is essential to replace
those who move on and to ensure we
continue to get fresh perspectives. The
Tenant Satisfaction Measures (TSM’s), whilst
generally positive, show some movements
that point to where further improvements in
involvement and engagement could be made.
A SWOT analysis is included as an appendix
to this strategy including weaknesses as well
as strengths.

Blackpool Context
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Landlords must share clear
performance data (TSMs) so
tenants can see how they are
performing.

Publication of Policies

ENGAGEMENT FRAMEWORK

Strategy Context
Our strategy aims to build on and develop our existing customer engagement
framework. We understand that customers have different needs and
preferences and our framework sets out the opportunities for customers to
engage with and influence Blackpool Coastal Housing in a way that suits them.
This could be from staying informed through the information we provide up to
being part of the governance of the organisation. The framework aims to
recognise that customers want different things from BCH and their
involvement with us.

Providing Information about BCH services, updates or matters that affect or interest
customers, community news and events, safety information, how BCH are
performing, how we act on customer views and new initiatives or projects and how
rent money is spent. Examples of how we inform customers are:

INFORMING11

BCH Website Social Media Newsletters Booklets

E-Newsletters and
Email Campaigns

Area specific
leaflets/flyers

Reports and
Strategies

Annual Report Text messages

OUTCOMES
To ensure that our
customers have the
information they
need to understand
our services and can
monitor how we are
performing as an
organisation. 

This information
ensures customers
can access our
services and hold
informed views
about BCH and the
services we offer.

This provides a
gateway for
customers who want
to share their views
of our services and
influence how we
deliver our service.
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Landlords must share clear
performance data (TSMs) so
tenants can see how they are
performing. Satisfaction Surveys

Opportunities to give views in relation to service delivery, projects, performance and
policy. Examples include:

CONSULTING/INSIGHT22

Consultation Exercises

Customer Complaints
and Compliments
OUTCOMES

These are activities
and opportunities to
give views on
service delivery,
neighbourhood
matters, policies
and procedures. 

This enables
customers to share
their views and
insights on our
services easily and
without a lot of
time commitment. 

These opportunities
can be both local (at
community events/
estate level) and at a
more strategic level
through surveys,
polls & focus groups. 

Focus
Groups

Community Events
and Drop-In’s

The views shared through these opportunities will feedback to our
Complaint Panel, Tower Scrutiny, Senior Management and the BCH Board, to
influence service delivery and policies and procedures.

Opportunities to influence decision making and service design and delivery at a local
and strategic level. Examples of involvement include:

INVOLVING33

Green and
Clean Wardens

Reading
Panel

These are
opportunities to
influence
decision making
and service
design at a local
& strategic level. 

These activities are
for customers who
want to get more
involved in
influencing
decision making
and service design. 

These require a greater
time commitment than
our insight opportunities
but have been developed
to blend activity that can
be done from home, to
support accessibility.

Neighbourhood Panel

Procurement
Representatives

Complaint Panel Walkabouts

OUTCOMES

These groups will receive insight gathered through our customer satisfaction
surveys, complaints and compliments along with opportunities to speak to staff
and managers delivering services to help them make recommendations to
improve how we deliver our services.

Mystery
Shoppers
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Involvement in the governance structure of BCH, including:

GOVERNANCE44

OUTCOMES
These are opportunities to be involved in
the governance structure of BCH, actively
influencing and making decisions on how
services are delivered based on feedback
from customer insight, involvement,
performance and good practice. 

These options are for
customers who are happy
to commit time and effort
to being directly involved
with BCH.

Tenant Board Member TOWER Scrutiny Panel

Strategic Objectives
Following consultation with residents, BCH and Council staff the agreed
engagement strategies for the next three years are:

To enhance the opportunity for tenant and leaseholder
involvement in BCH and Council governance and scrutiny of the
Council's social housing provision.

Further develop links between tenant voice and governance
structure

Ensure customer communications are fit for purpose and
communication preferences are embedded with new system

Review current engagement opportunities to capture hard to
reach customers and enable representation. 
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CUSTOMER VOICE
Shaping our Strategy
Our strategy has been developed with our customers and a range of views were
sought to help inform customer priorities, our involvement framework,
engagement activity and how and what we communicate to customers.  

In October 2025, we sent out a survey to all customers with the newsletter to obtain
views on the customer newsletter and to ask what content customers wanted to see
in future newsletters and communications. This is to help us make sure we’re
providing relevant information that’s important to customers. Key areas identified as
important were: 

COMMUNICATIONS SURVEY11

Updates about
BCH services

Community news
and events

How BCH are
performing

Safety
Information

How we act on
customer views

New initiatives
or projects

How rent
money is spent

INVOLVED CUSTOMER SURVEY22
This survey was sent to all 76 involved customers in January 2026 to gather feedback
from participants about their involvement activities, satisfaction levels, and
motivations for engaging with BCH. A total of 21 involved customers completed the
survey. Key areas identified:   

Common motivations for
being involved with BCH
included a desire to improve
community services and
contribute positively and
commitment to enhancing
their living environment. 

Recommendations included
more feedback, better
accessibility to meetings,
regular meetings to engage
more tenants, and
increased training
opportunities. 
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A Customer Engagement Survey was conducted as part of a door-knocking exercise
in February and March 2026, which focused on gaining views on resident
involvement and engagement from residents who are not actively or formally
involved with BCH.  46 customers engaged to give us their views. Key areas
identified:

Shaping our Strategy

DOOR KNOCKING33

ENGAGEMENT STRATEGY FOCUS GROUP44
The Focus Group had a mixture of involved customers and those who had been
spoken to as part of the Door Knocking Consultation exercise. 7 customers attended
to provide input into the strategy, including current experience, barriers, what is
important and to agree actions & priorities.  

A significant majority
(70%) of respondents
are aware of how to
engage with BCH by
getting involved or
sharing their views.  

61% of respondents indicated that nothing
prevents them from engaging more often,
citing a lack of issues or need for
involvement. However, some mentioned
health issues, childcare needs, or being new
to the organisation as barriers to engaging. 

What is important...

Communication/being kept
informed

Ad-hoc Drop In sessions/ local
opportunities

Review demographics of
residents/areas and tailor
communication

Information on the grounds
maintenance service, when grass
cutting is due to be completed etc

Local community champions could
assist with local level surveys

Sheltered Housing Officers could 
be more informed and provide
information as part of the service

The barriers...
Lack of communication 

No reason/wish to get involved 

People don’t believe that their voice
will make a difference

People may want to complain but
don’t want to themselves

Work priorities/meetings at
inconvenient times 

Caring responsibilities

Agreed priorities...
Better communication, including
promoting events/services and providing
feedback 

Localised engagement and opportunities,
targeted to demographics 
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MONITORING AND REVIEW

We produce a quarterly customer voice report detailing how customers influenced
services and service delivery. This is submitted to the BCH Board and published on
our website. This will include progress with actions in this strategy. 
In addition, we produce a six-monthly feedback matters newsletter which is sent
to all our involved customers. This is also published on the BCH website. 

Customer satisfaction will be monitored through the Tenant Satisfaction Measures
and through reviews of individual engagement channels. Success measures for the
strategy include an increase in the number of customers reporting; Satisfaction
that the landlord listens to tenant views and acts upon them. Satisfaction that the
landlord keeps tenants informed about things that matter to them. 

Our Annual Report will also evaluate how we are performing against this strategy. 

Blackpool Council regularly reviews the impact of tenant feedback on decision-
making across its executive and non-executive teams. This monitoring process
involves input from the Housing Portfolio Holder and the Consumer Standards
lead.

Tenant Scrutiny

ACTIONS

Recruit new members,
including leaseholders,
to widen experience
base

Implement interim
support to the panel
identified in the
mock inspection

Ensure scrutiny and
panel members are
visible with the
BCH board

Further Develop Tenant Voice
Refine new Customer Voice
report

Promote engagement
opportunities to all customer
groups including leaseholders

Explore new opportunities
for customer involvement

Implement any areas for
improvement from TPAS
reaccreditation

Ensure that engagement outcomes
and the impact of tenant voice are
communicated to evidence customer
feedback is heard and acted upon

Reduce complaints workload to
free up resource for promotion
of involvement

Promote local Community
Champions where suitable
residents can be identified
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ACTIONS

Embed Customer Communications and Preferences

Use new CRM system to ensure customer communication preferences
are kept up to date.

To ensure that regular communications are maintained regarding
matters that are important to customers and feeding back outcomes
at a local and organisational level. 

Offer sessions at Community Centres

Review Engagement Opportunities to 
Capture Hard to Reach Groups

Offer face to face involvement opportunities outside normal
working hours on a trial basis

Ensure opportunities to get feedback from repairs visits and
other interactions are optimised

Link in with existing forums and panels locally to help develop
partnerships 
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Document Information 

 

Issue Date 01/04/2026 

Version/Issue Number 1.0 

Document Status Final 

Effective From Date 01/04/2026 

Scope of Document 
This document provides a framework for mainstreaming and culturally 
embedding BCH’s equality objectives across our strategic aims, priorities and 
service delivery. 

Objective 
To advance our equality objectives for workforce equality so that: “our 
workforce is more representative of the community we serve, and equality and 
diversity is embedded in our staff culture.” 

Who needs to know? All BCH Staff 

Documentation 

Equality in Employment Policy 
Respecting People at Work Framework 
Recruitment and Selection Policy 
Recruitment and Selection Handbook 
1-1 and Supervision Policy 
Managing Poor Performance Policy 
IPA Policy 
Probation Policy 
Grievance Procedure 
Whistleblowing Policy 
Training and Development Policy 

Document Sponsor 

Name Vikki Piper 

Job Title Chief Operating Officer 

Division BCH 

Author 

Name Kirsten Kennedy 

Job Title HR Manager 

Team Human Resources 

Contact Tel: 01253 477470 

 
Amendment Record 

 

Date Issue No. Section/Page Details of Change Authorised By: 

01/04/2026 1.0 All 

Review and implementation of updated 
policy document to support all BCH’s EDI 
aims, in conjunction with the new BCH EDI 
Strategy 

Kirsten Kennedy 

 
Amendment Notes 
 

 Documents at draft status are to use letter designations to denote issue status: a, b, c etc. 
 

 Documents at full issue status are to use number designations to denote issue status after full 
revision: 1.0, 2.0, 3.0, etc. 

 

 For an amendment to a full issue document you are to use number designation to denote issue 
status: 1.1, 1.2, 2.1, etc. 

Page 98

Not for Publication



 

 

 On full issue the draft amendment record should be deleted from the above table. 
 

 Notification of the amendment must be sent to the person maintaining the Central Register
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1.0 Introduction 
 
1.1 Blackpool Coastal Housing is committed to equality of opportunity and to positive action to 

tackle discrimination and promote cohesion.  This framework will help to ensure that we 
deliver on our statutory responsibilities (see Appendix A for further information.)  
 

1.2 As a medium-sized employer, we believe that a clear policy helps communicate our key 
aims and benefits employees, potential employees, partners, and customers. In turn, leading 
to a culture of dignity and respect for all, as well as contributing to providing the best 
possible services to all the communities we serve. This framework applies to all employees. 

 
2. 0 Policy Framework and Key Delivery Drivers 
 
 

 
  

Key Delivery Drivers  
 

DRIVER DESCRIPTION 
 

Respecting Others 
Policy framework 

An overarching HR policy framework to ensure that all BCH 
employees are treated fairly. It includes different options that can 
be used to resolve workplace issues and disputes, such as the 
informal problem resolution procedure and formal employee 
complaints procedure. 

 
 

Performance 

The Individual Performance Appraisal is a fundamental part of 
BCH’s performance management framework. It is an annual 
review that provides an opportunity for employees to have a two-
way discussion with their managers. It is an opportunity for 
managers to promote Equality issues and to address any specific 
issues. 

 
 

Recruitment 

BCH is committed to recruiting people who can help achieve its 
priorities and will undertake recruitment in accordance with 
employment legislation and BCH’s employment policies and 
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procedures. BCH is committed to treating all applicants on merit 
with fairness and integrity, and to make reasonable adjustments 
to processes so to achieve a workforce that reflects the diverse 
communities it serves. 

 
 
 

Flexible Working 

Flexible working - an efficient way to deliver services, given the 
technology available, the needs of our customers and the 
diverse range of services we provide. It can also help staff 
achieve a balance between home and work. This policy aims to 
enable good practice and may include different options such as 
Flexible Working Hours, Hybrid Working, Compressed Hours 
and Part Time. 

Training and 
Development 

Helping to educate, skill and train the workforce to ensure a 
culture of equality and diversity in Blackpool. 

 
Employee Engagement 

BCH believes listening to employees on Equality issues is vital to 
attaining a culture embracing Dignity for All. We use a variety of 
methods which includes Trade Union consultation, Staff 
Consultation Groups, Manager and Employee Briefings and 
Annual staff Conferences. 

 
3.0  Monitoring  
 
3.1 It is only by monitoring and evaluating this policy that the Council is able to assess its 

effectiveness. Otherwise, we have no way of knowing whether there is systemic 
discrimination built into our processes. The Council will produce an annual Workforce 
Equality Report to equality monitor our workforce diversity and the main HR functions. 
Employees will be asked to provide some personal information in support of this. This 
Information will be treated in the strictest confidence in line with the General Data Protection 
Regulations (GDPR). 

 
4.0  Responsibilities  
 
4.1 BCH, Senior Management Team and all members of staff are personally and legally 

responsible for their actions regarding Equality and Diversity.  
 

4.2 Human Resources (HR)  
 
HR will ensure that a copy of the Workforce Equality Policy Framework is made available to 
all employees and will ensure equality is embedded in all HR Policies, procedures and 
processes.  
 

4.3 Managers  
 
Overall leadership for implementing this Framework rests with the Senior Management 
Team. They are responsible for implementing the Framework and for dealing with matters 
arising from it within their areas of responsibility.  
 

4.4 Customers/Visitors to BCH 
 
BCH’s Service Standards have been developed to enable employees to provide a high 
standard of customer care to all customers and embody BCH’s vision and core values. The 
standards include BCH’s commitment to equality, through expected employee behaviours 
that will be displayed to all customers (working to promote equality of opportunity, combating 
discrimination and treating everyone fairly) ensure equality of access to BCH services. 

 
5.0 A Diverse workforce  
 

A key objective of BCH is to have a workforce which reflects the diversity of Blackpool’s 
population. Presently our workforce is not representative of people with disabilities, staff from 
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minority race /ethnic background and sexual orientation. We will address this by measures 
such as positive action.  

 
6.0 Complaints  
 

Any member of staff who feels that they have not been treated equally under this Framework 
and particularly if they have been subject to acts of discrimination, has the right to complain. 
Please see our Respecting others Policy Framework, speak to your line manager, Human 
Resources, or your Trade Union representative.  

 
7.0  Whistleblowing  
 

The Whistleblowing Procedure aims to encourage and support staff to raise concerns about 
any serious malpractice including equal opportunities and institutional discrimination. Written 
into the policy is an assurance that there will be no risk to a person’s position if actions are 
based on good faith. 

 
8.0  Advice and support  
 

Internal Contacts 
 

Human Resources 01253 477230 

Unison Branch Office Unison - 
Equalities Officer 

01253 478492  
 

Unite 01253 478422  

GMB 01772 555879 

AEP 01253 476723 

Aspect 01253 476613 

 
See Appendix B for further external sources of information.  

 
9.0  Review  
 

The effectiveness of this policy will be measured actively by completing regular monitoring, 
assessment and evaluation, and through observation and feedback, to ensure that we 
consistently operate appropriately and sensitively. 
 
As a minimum, BCH will undertake a formal review of this procedure at least once every three 
years or following significant legislative changes or challenge. 
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Appendix A – The law on Equality  
 
The Equality Act 2010  
 
The Act brings together for the first time all the legal requirements on equality that the private, public 
and voluntary sectors need to follow. It affects equality law at work and in delivering all sorts of 
services. 
 
It replaces all the existing equality law including:  

 The Equal Pay Act 1970  

 The Sex Discrimination Act 1975  

 The Race Relations Act 1976  

 The Disability Discrimination Act 1995.  
 
Most of the new law is based on current legislation which has been streamlined, but there are some 
important differences, which are detailed in the Equality and Human Rights Commission (EHRC) 
Code of Practice in Employment.  
 
Who does the law protect?  
 
The Equality Act protects everyone at work or who uses services from discrimination on the grounds 
of personal characteristics.  
 
There are nine protected characteristics employees might have, these are:  
 
1. Disability  
2. Marriage or civil partnership  
3. Race  
4. Sexual orientation  
5. Age  
6. Gender reassignment  
7. Pregnancy and maternity  
8. Religion or belief  
9. Sex (gender)  
 
As well as these characteristics, the law also protects people from being discriminated against:  
 

 By someone who wrongly perceives them to have one of the protected characteristics.  

 Because they are associated with someone who has a protected characteristic. This includes the 
parent of a disabled child or adult or someone else who is caring for a disabled person. 
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Appendix B:  Further help and information  
 
Links to Organisations  
 

Organisation Website 

Age UK Age UK | The UK's leading charity helping 
every older person who needs us 

Age UK | Let's change how we age 

Young People in Blackpool Children and young people 

Disability Disability First – 
 

The Official Site for Radar Key Company 
Gold Standard Keys 

Gender Reassignment Press For Change - The UK's Leading 
Experts in Transgender Law  

Pregnancy and Maternity Home - Maternity Action 

Race Preston & Western Lancashire Racial 
Equality Council - pwlrec - Preston and 

Western Lancashire Racial Equality Council 
 

Operation Black Vote Welcome to OBV | 
Home - OBV 

Religion or Belief The Inter Faith Network (IFN) 

Sex (Gender)  https://www.fawcettsociety.org.uk/ The 
Fawcett Society 

Sexual Orientation (including Civil Partnership) The leading charity supporting LGBTQ+ 
communities in… | Stonewall UK 

 
LGBT Foundation – The UK's leading health 

and wellbeing charity 

ACAS Acas | Making working life better for 
everyone in Britain 

Equally Ours Home - Equally Ours 

Joseph Rowntree Foundation (Social Exclusion, 
poverty and place) 

Home | Joseph Rowntree Foundation 

 
External Helplines 
 
Employee Assistance Programme  
 
The Employee Assistance Programme is provided by Health Assured, an independent organisation 
offering a FREE CONFIDENTIAL telephone helpline for any of life’s ups and downs. This includes 
access to counselling if appropriate as well as access to debt and legal advice. 
 
This service is available for employees and their immediate families  
* 24 hours a day, 7 days a week, 365 days a year.  
 
Contact can be made:  
 

 By Phone: 0800 028 0199 (or add prefix 0044 to call from outside UK – stating they are a UK 
based employee, calls will be charged).  Access to Mincom is arranged via scheduling a 
consultation using the email address or contact facility on the webpage.  
 

 By App: Download the Health Assured Wisdom app via Google play or Apple store using the code 
MH A051861 – Here you can access “live chat” facility or request a call back  
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https://www.radarkey.org/
https://www.radarkey.org/
http://www.pfc.org.uk/
http://www.pfc.org.uk/
https://maternityaction.org.uk/
https://www.prestonrec.org.uk/
https://www.prestonrec.org.uk/
https://www.obv.org.uk/
https://www.interfaith.org.uk/
https://www.fawcettsociety.org.uk/
https://www.fawcettsociety.org.uk/
https://www.stonewall.org.uk/
https://www.stonewall.org.uk/
https://lgbt.foundation/
https://lgbt.foundation/
https://www.acas.org.uk/
https://www.acas.org.uk/
https://www.equallyours.org.uk/
https://www.jrf.org.uk/


 

 

Please note:  

 BCH issued mobile phones will have the App automatically downloaded  

 Due to HRMC rules and regulations EAP is only offered to employees, partners of employees, 
retirees for up to three months after they have left the organisation and dependants who are 
between the ages of 16‐24 years old in full education living at the same household address as the 
employee.  
 
Key additional sources of guidance  
 

 Mandatory Equality and Diversity Training via iPool Online, which includes a paper-based 
handbook which is available for those employees without access to I pool.  

 Equality and Diversity Confidence for Managers  

 Links to related HR Policies and arrangements available on the staff intranet such as Recruitment 
& Selection Handbook, Parental Handbook, Flexible Working, Respecting others Framework.
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Legionella Control Policy 
 

Appendix 9a(iv) 
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Document Information 

Issue Date TBC 

Version/Issue Number 3.4 

Document Status Final 

Effective From Date 08/04/2026 

Scope of Document 

BCH policy on managing the risk of Legionella infection. 

This document may be subject to dynamic change due to external influences 

affecting day-to-day working practices. 

Objective 
To provide clear and robust guidance on the steps to be taken to manage the 

risk of Legionella infection. 

Who needs to know? Relevant stakeholders 

Documentation Legionella Control Procedure 

Document Sponsor 

Name Jamie Weston 

Job Title Director of Operations 

Division Assets & Services 

Author 

Name Anthony Walker 

Job Title Mechanical & Electrical Officer 

Team Compliance Team 

Contact Tel: 01253 477903 
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https://blackpoolcouncil365.sharepoint.com/:w:/r/sites/BCH960/Shared%20Documents/General/Policies,%20Procedures,%20Forms%20and%20Templates/Compliance%20Team/Procedures%20and%20Guidance/Legionella%20Control%20Procedure.docx?d=w983b470796d146a9977ed8b486fb82d4&csf=1&web=1&e=GbYk7o


Amendment Record 

Date 

Issu

e 

No. 

Section/Page Details of Change Authorised By: 

27/04/15 1 Page 2 Change of Director Robert Wolstencroft 

12/04/16 1.1 13.1, 14.1 Change of Director Robert Wolstencroft 

23/05/16 2.0 Pages 1 & 2 Amended following audit process Robert Wolstencroft 

05/06/17 2.1 Page 2 Annual review, minor changes Robert Wolstencroft 

27/07/18 2.2 Page 2 &10 Annual review, minor changes Anthony Walker 

27/07/20 3.0 Whole document Annual review, minor changes Anthony Walker 

07/10/21 3.1 Whole document Annual review, minor changes Anthony Walker 

22/11/22 3.2 Whole document Annual review, minor changes Anthony Walker 

02/11/23 3.2 Whole Document Annual review, no changes Anthony Walker 

03/10/24 3.3 Whole document Annual review, no changes Anthony Walker 

08/04/26 3.4 Whole document Annual Review, no changes Diane Strickland 

 

 

Amendment Notes 

 Documents at draft status are to use letter designations to denote issue status: a, b, c etc. 

 Documents at full issue status are to use number designations to denote issue status after full revision: 

1.0, 2.0, 3.0, etc. 

 For an amendment to a full issue document you are to use number designation to denote issue status: 

1.1, 1.2, 2.1, etc. 

 On full issue the draft amendment record should be deleted from the above table. 

 Notification of the amendment must be sent to the person maintaining the Central Register.  
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1) Purpose and Scope of the Policy 

 

The purpose of the Legionella Control Policy is to ensure Blackpool Coastal Housing (BCH) complies 

with L8 The Control of Legionella Bacteria in Water Systems (2013) and its accompanying technical 

guidance series HSG274, published 2014, and ensures BCH fulfils its responsibilities under The Health 

and Safety at Work Act 1974, the Control of Substances Hazardous to Health Regulations 2002 (as 

amended) (COSHH) and Management of Health and Safety at Work Regulations 1999. 

 

 

2) Aims 

 

The aims of the policy are to: 

 

 Ensure legal compliance 

 Ensure the health and safety of BCH’s employees, customers and others who may be affected by 

the water systems operating at its premises 

 Maintain valid testing information 

 Develop and maintain robust quality control procedures that help ensure the safe and efficient 

delivery of the water systems contract 

 Provide timely and efficient service to customers 

 Minimise inconvenience and disruption whilst undertaking system testing, maintenance and risk 

assessments 

 Seek cost effective methods of delivering maintenance 

 Have cost effective procedures for managing the water systems of VOID properties 

 Have clear monitoring procedures with set timescales 

 

The aims will be achieved by: 

 

 Ensuring effective measures to control the proliferation of Legionella within BCH’s premises are 

in place 

 Maintaining the water systems monitoring programme 

 Putting in place a contract with an approved Legionella control contractor who is a member of the 

Legionella Control Association (LCA) 

 Maintaining quality control through auditing and monitoring 

 Monitoring of contractors’ quality control 

 Considering best practice and benchmarking with external organisations 

 Ensuring continuous improvements in the selection of contractors, products used and methods of 

working 

 Ensuring the diverse needs of customers are considered 

 Maintaining a ‘No Access’ escalation procedure and monitoring the performance of contractors 
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3) Targets 

 

The target is to maintain an ongoing programme of monitoring and inspection for all appropriate 

properties and every two years have a risk assessment on the commercial properties. 

 

 

4) Monitoring 

 

 

The policy will be reviewed annually by the Mechanical & Electrical Officer, or when new information 

relating to the control of legionella bacteria in hot and cold water systems becomes available, e.g. via the 

HSE website or revisions to the ACoP (L8) or its technical guidance (HSG274) published 2014. 

 

The Director of Operations will be responsible for ensuring service provision and repair obligations are 

met and that relevant contracts are in place to deliver BCH’s requirements. 

 

The Mechanical & Electrical Officer or their Deputy will regularly review the legionella documents to 

ensure compliance with procedures and legislative requirements. 

 

Access will be monitored by the Mechanical & Electrical Officer and the Services Compliance Officer. 

 

This policy is supported by a comprehensive Legionella Control Procedure. 

 

 

5) Audit 

 

BCH will aim to have the Legionella Control Policy and Legionella Control Procedure reviewed 

periodically by a third party consultant who are members of the LCA. 
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Document Information 

 

Issue Date TBC 

Version/Issue Number 1.7 

Document Status Policy 

Effective From Date 08/04/2026 

Scope of Document 
Policy covering Blackpool Coastal Housings approach to Gas Servicing, 
Repairs & Maintenance. 

Objective 

To establish a policy for compliance with the Gas Safety (Installation and Use) 
Regulations 1998 (which came into force on 31st October 1998) and other 
repairing obligations and statutory requirements regarding checking and 
repairing of gas appliances, flues and installations. 
This document may be subject to dynamic change due to external influences 
affecting day-to-day working practices. 

Who needs to know? Relevant stakeholders 

Documentation Gas Maintenance Contract Management Procedure 

Document Sponsor 

Name Jamie Weston 

Job Title Director of Operations 

Division Assets & Services 

Author 

Name Mark Midgley 

Job Title Compliance Manager 

Team Compliance Team 

Contact Tel: 01253 477903 

 
Amendment Record 

 

Date Issue No. Section/Page Details of Change Authorised By: 

01/09/2013 1.0 Whole document Policy issue Mark Shepley 

17/10/2016 1.2 Doc info Change of document sponsor Mark Shepley 

20/09/2019 1.3 Whole document 
Grammatical, formatting and content 
changes  

Mark Shepley 

11/05/2021 1.3 Whole document Review Mark Shepley 

25/05/2022 1.4 Whole document Review David Scanlon 

25/05/2023 1.5 Whole document Review David Scanlon 

28/11/2024 1.6 Whole document 
Gas Audit and Gas Team Leader 
retirement 

Mark Midgley 

08/04/2026 1.7 Whole document 
Review, minor changes to sections 
2.2 & 4.1 

Diane Strickland 

 
Amendment Notes 
 

 Documents at draft status are to use letter designations to denote issue status: a, b, c etc. 

 Documents at full issue status are to use number designations to denote issue status after full 
revision: 1.0, 2.0, 3.0, etc. 

 For an amendment to a full issue document you are to use number designation to denote issue 
status: 1.1, 1.2, 2.1, etc. 

 On full issue the draft amendment record should be deleted from the above table. 
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End users using hard copies of this document are responsible for ensuring that their copy is up to date. 
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1 Purpose and Scope of the Policy 
 
The purpose of this policy is to set out specific guidelines to help enable Blackpool Coastal Housing 
(BCH) to ensure that gas installations and appliances are maintained and serviced in accordance with 
the current Gas Safety (Installation & use) Regulations. 
 
 

2 Aims 
 
2.1 
The aims of the policy are to: 
 

 Ensure legal compliance 

 Maintain valid certification of all properties managed by BCH 

 Maintain valid certification of BCH leasehold properties where applicable 

 Develop and maintain robust quality control procedures that help ensure the safe and efficient 
delivery of gas servicing and repairs 

 Provide a timely and efficient service to customers 

 Minimise inconvenience and disruption whilst undertaking gas servicing and repairs 

 Seek cost effective methods of delivering servicing and repairs 

 Have cost effective procedures for managing the gas aspect of void properties 

 Have clear monitoring and No Access procedures with set timescales 

 Deliver programmed renewal schemes for heating upgrades 
 
2.2 
The aims will be achieved by: 
 

 Maintaining a gas servicing monitoring system 

 Having a contract in place with an approved Gas Safe registered contractor 

 The Leasehold team will write to all BCH leaseholders annually requesting they provide a current 
copy of a Landlords Gas Safety Record (LGSR) where a known live gas supply is active in the 
property 

 Maintaining an internal quality control audit system 

 Monitoring of contractor’s quality control audit system 

 Considering best practice and benchmarking with external organisations 

 Ensuring continuous improvement in the selection of contractors, products used and methods of 
working 

 Ensuring that the diverse needs of customers are considered 

 Maintaining a No Access escalation procedure that has defined timescales setting performance 
targets and having robust monitoring arrangements in place 

 Supporting Asset Management Team to deliver heating upgrades and boiler replacements 
 
 

3 Targets 
 
All BCH properties will comply with current Gas Safety (Installation & use) Regulations. The target is for 
all properties to have a current LGSR or valid gas paperwork through a gas servicing programme. This 
will be carried out over a ten month rolling programme, or alternate where required, to ensure 
compliance. 
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4 Monitoring 
 
4.1 
The policy will be reviewed annually by the Gas Technical Officer or when there are changes to the 
current Gas Safety (Installation & use) Regulations. 
 
4.2 
The BCH Director of Operations will be responsible for ensuring service provision and repair obligations 
are met and that relevant contracts are in place to deliver BCH’s requirements. 
 
4.3 
Regular reviews are undertaken to ensure compliance with procedures and legislative requirements, and 
the contractor is subject to quality audit inspections of their work by the Compliance Team, using BCH’s 
Quality Audit Inspection procedure. BCH appointed contractor also carries out further audits of gas work 
undertaken as part of their quality control procedure. Both Quality Control procedures work in tandem 
using intelligence, risk based analysis. The outcomes of these audits are shared through monthly 
client/contractor meetings. 
 
4.4 
Each stage of the Gas Safety Check No Access procedure is monitored by a dedicated officer in the 
Compliance Team. 
 
4.5 
Any cases where legal action may be required will be assessed individually and any lessons learnt will 
be incorporated into the procedure to minimise the need for legal action. 
 
4.6 
The policy is supported by a comprehensive operational procedure; Gas Maintenance Contract 
Management Procedure. The procedure is an operational tool designed to assist delivery of the service 
and as such is fluid and subject to regular review and change. 
 
 

5 Audit 
 
5.1 
The policy is supported by BCH’s Gas Servicing No Access procedure, BCH’s Quality Audit Procedure, 
as detailed in the Gas Maintenance Contract Management Procedure. 
 
5.2 
In addition the gas servicing engineers are subject to a 100% audit of all submitted certificates and any 
related gas paperwork, by BCH Gas Officers. 
 
5.3 
To ensure BCH’s management of gas services is fit-for-purpose 3rd party audits of the gas contractor and 
BCH’s gas management policies, procedures and operational processes are undertaken by independent 
industry specialist. 
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1. Purpose and Scope of the Maintenance Policy 
 

The purpose of this policy is to enable Blackpool Coastal Housing (BCH) to ensure that the 
electrical safety of all electrical installations, is met by each property being inspected and 
maintained at appropriate frequencies to minimise risk of fire, injury and/or death, as detailed in 
the IEE Wiring Regulations 18th edition including amendments, the Health and Safety at Work 
Act 1974 and the Electricity at Work Regulations 1989. 

 
 

2. Aims 
 

The aims of the policy are to: 
 

 Ensure legal compliance. 

 Maintain valid Electrical certification for all relevant supplies and equipment. 

 Monitor quality to help ensure the safe and efficient delivery of the electrical maintenance 
contract. 

 Provide timely and efficient service to customers. 

 Minimising inconvenience and disruption whilst undertaking electrical maintenance. 

 Seek cost effective methods of delivering electrical maintenance. 

 Have clear monitoring and no access procedures with set timescales. 

 To ensure all electrical installations comply with current regulations. 

 To provide technical support to Asset Management and Operations Team upon request. 
 

The aims will be achieved by: 
 

 Have a contract in place with an approved electrical contractor who are a member of the 
National Inspection Council of Electrical Installation Contracting (NICEIC) or Electrical 
Contracting Association (ECA) to deliver repairs, maintenance and Electrical testing. 

 Carry out quality control audits. 

 Monitoring of contractors’ quality control system and performance targets. 

 Considering best practice and benchmarking with external organisations. 

 Ensuring continuous improvements/development of the contractors and their working 
practices, including the use of the latest products and equipment and methods of working. 

 Ensuring the diverse needs of customers are considered. 

 Maintaining a no access escalation procedure that has defined timescales and robust 
monitoring arrangements in place. 

 Ensure installations comply with the IEE Wiring Installations 18th Edition including 
amendments. 

 Facilitate contract meetings between contractor and BCH departments. 
 
 

3. Targets 
 

3.1 Ensure all electrical installations are safe and fit for purpose. 

 

3.2  Ensure all properties are visited to complete an EICR through a managed inspection 

programme in-line with guidance. 

 
3.3 All no access from the EICR programme to go through a No Access procedure and then 

referred to Housing for access to be arranged. 
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4. Monitoring 
 

4.1  The policy will be reviewed annually or where required following changes to relevant 

standards. 
 

4.2  The Head of Asset Management Operations will be responsible for ensuring service 

provision and repair obligations are met and that relevant contracts are in place to deliver 
BCH’s requirements. 

 

4.3  Regular reviews will be undertaken by a Mechanical & Electrical Officer to ensure 

compliance with procedures and legislative requirements. 
 

4.4 The contractor will be subject to quality audit inspections of their work by the Mechanical 

& Electrical Officer. 
 

4.5 The contractor will carry out their own quality control audits. 

 

4.6 The outcome of these audits is shared through monthly client/contractor meetings. 

 

4.7  Each stage of the access procedure is monitored by the Mechanical & Electrical Officer. 

 
 

5. Audit 
 

5.1  As an industry standard, the electrical contractor is subject to audits by the NICEIC or 

ECA, which will cover the submitted certificates and any related electrical installation 
certification and installation. The contractor is to submit a copy of this to BCH annually. 

Page 123

Not for Publication



This page is intentionally left blank



 
 

Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: Blackpool Coastal Housing Board 

Relevant Officer: Hannah Cassidy – Blackpool Council Housing Standards and 
Compliance Manager 

Date of Report:   16 April 2026 

 

TENANT SATISFACTION MEASURES SUBMISSION AUTHORISATION 
 
1.0 
 

Purpose of the report: 
 

1.1 
 
 
 
 
1.2 

To provide assurance to the Blackpool Coastal Housing (BCH) Board that the technical 
requirements of the Tenant Satisfaction Measures (TSM) have been met, in order 
that the results can be published and submitted to the National Register of Social 
Housing (NROSH). 
 
To provide the Board with the overall results of the TSM: Tenant Perception Survey 
and Management Measures. 
 

2.0 Recommendation(s): 
 

2.1 
 

To approve publication of the 2025/26 Tenant Satisfaction Results (see Appendix 
9b(i)).  

 
3.0 Reasons for Recommendations: 

 
3.1 
 

The survey requirements that have been set out in the Tenant Satisfaction Measures: 
Tenant Survey Requirements and Technical Requirements were met. A full 
breakdown of the requirements and how they have been met can be found in 
Appendix 9b(ii). 
 

4.0 Other alternative options to be considered 
 

4.1 
 

None - Register Providers with 1000 or more units of social housing must submit a TSM 

submission each year by 30th June.  

 

5.0 
 

Background  

5.1 To meet the requirements set out by the Regulator to provide tenants with greater 
transparency about their landlord’s performance, Blackpool Council, in conjunction with 
Blackpool Coastal Housing, undertook a tenant perception survey in February 2026. The 
survey consists of 12 questions that had been prescribed by the Regulator. 
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5.2 A census approach was taken and all the relevant tenant population received a 
survey. The relevant tenant population surveyed for BCH were occupants of Low-Cost 
Rental Accommodation. 
 

5.3 The delivery of the survey mirrored the approach from 2024/25 and was coordinated 
by Blackpool Council’s Housing Standards and Compliance Manager, with expertise 
and resources being utilised across BCH and the Council, particularly from BCH’s 
Performance Team and the Council’s Infusion Team. 
 

5.4 Tenants received their survey based on their communication preferences, which we 
had more confidence in because of the comprehensive tenant profiling exercise. 
 

5.5 Each survey contained a unique identification number, so results could be matched 
to key demographic information.  
 

5.6 The Housing Standards and Compliance Manager and Performance Team worked 
together to calculate the tenant perception results. The Performance Team produced 
the data for the management measures. 
 

6.0 Key information  
 

6.1 The survey achieved a response rate of 21.42%, with 991 responses from a tenant 
population of 4626, this was sufficient to reach statistical accuracy. 
 

6.2 On analysis there was under and over-representation within certain age groups that 
exceed a tolerance range of more or less than 4%, as can be seen in the below table: 
 

Census Age 
group 

BCH 
Population 

Survey 
Population 

Response 
Rate 

16-19 0.69% 0.40% -0.29% 

20-24 3.33% 1.31% -2.02% 

25-34 9.27% 5.35% -3.93% 

35-49 22.40% 13.93% -8.47% 

50-64 34.26% 32.29% -1.97% 

65-74 16.90% 25.43% 8.52% 

75-84 9.99% 16.35% 6.36% 

85+ 2.98% 4.14% 1.15% 

Not Known 0.17% 0.81% 0.63% 

  
6.3 As such, in accordance with the technical requirements, weighting relating to age 

groups has been applied to all tenant perception questions. A breakdown of the 
weighted and unweighted results, can also be found within Appendix 9b(i). The 
weighted results will be those published and inputted into NROSH. 
 

6.4 
 
 
 
 

In terms of tenant perception, satisfaction in 9 of the 12 measures has increased 
from the previous year, most significantly in communal areas and approach to anti-
social behaviour: 
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 2025/26  2024/25 
Satisfaction that BCH keeps communal 
areas clean and well maintained. 

 
70.87% 

 

+8.63% 
 

62.24% 

Satisfaction with BCH’s approach to 
handling antisocial behaviour 

 
62.49% 

 

+ 3.40% 
 

59.09% 
 

 
6.3 

 
In 3 areas, satisfaction has reduced, namely the 2 perception measures relating to 
repairs and complaint handling. These are areas where BCH is performing in the 
upper quartile and results remain high.  
 

6.4 
 
 
 
 
 
 
 
 
 

Weighted satisfaction results are marginally less that unweighted satisfaction results 
in all but one case. The most significant impact has been with complaint handling 
satisfaction. Had weighting not been applied, satisfaction in this area would have 
improved on last year.  
 

 
 

2025/26 
(weighted) 

2026/26 
(unweighted) 

2024/25 

Satisfaction with BCH’s approach 
to handling antisocial behaviour 

 

50.75% 
 

54.37% 
 

51.40% 
 

6.5 Satisfaction with BCH’s approach to communal areas marginally benefitted (0.09%) 
from the weighting exercise.  
 

6.6 In terms of the management measures, which provides tenants with performance 
information, positive results include: 
 

 
 

2025/26 
 

 2024/25 

Non-Emergency Repairs 
completed in target timescales 

 

98.06% 
 

+5.8% 
 

 

92.26% 

Emergency Repairs completed in 
target timescales 

 

100% 
 

+ 0.43 
 

99.57 

Number of anti-social behaviour 
cases p/1000 properties 

 

106.78 
 

-34.07 
 

140.85 

 
We have also seen a reduction in both Stage 1 and Stage 2 complaints.  
 

6.7 There have been some minor reductions in gas safety inspections and complaints 
being responded to within timescales, as well as an increase in hate crimes.  
 

6.8 Overall, we should be reasonably satisfied with the initial results of the TSMs. A more 
detailed report on the findings will be shared at the next Board meeting after further 
analysis. 
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7.0 
 
7.1 

List of Appendices: 
 
Appendix 9b(i): TSM Results 2025-26  
Appendix 9b(ii): Compliance with Technical Requirements Table 
 

8.0 Financial considerations:  
 

8.1 
 
 

The total cost for delivering on the tenant perception survey, excluding the time of staff 
outside of the Infusion Team, was £4,032.18 + VAT. 

9.0 Legal considerations: 
 

9.1 N/A. 
 

10.0 Risk management considerations: 
 

10.1 N/A. 
 

11.0 Equalities considerations and the impact of this decision for our children and young 
people: 
 

11.1 N/A.  
 

12.0 Sustainability, climate change and environmental considerations: 
 

12.1 N/A. 
 

13.0 Internal/External Consultation undertaken:   
 
13.1 

 
The logic used to calculate the weighted results was verified by the Senior Public Health 
Intelligence Analyst at Health Determinants Research Collaboration (HDRC), who is located 
at Blackpool Council. HDRC works in collaboration with the Department of Health Research 
at Lancaster University and members of our team all hold Honorary Researcher post with 
the University. 
 

14.0 Background papers: 
 
14.1 

 
None. 
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Appendix 9b(i) 

TSM Results 2025/26 
 

 Highlighted green = areas where satisfaction increased on 2024/25 

 Highlighted red = areas where satisfaction has reduced on 2024/25 
 

BCH: TSM Tenant Perception Survey  
Weighted 
2025/26 

Unweighted 
2024/25 

 2025/26 

TP01: OVERALL SATISFACTION: 

80.64% 81.98% 79.22% Proportion of respondents who report that they are satisfied with the 
overall service from their landlord. 

TP02: REPAIRS: 

80.83% 82.23% 83.23% Proportion of respondents who have received a repair in the last 12 
months who report that they are satisfied with the overall repairs service. 

TP03: REPAIR TIME: 

79.99% 81.40% 81.80% Proportion of respondents who have received a repair in the last 12 
months who report that they are satisfied with the time taken to complete 
their most recent repair. 

TP04: HOME WELL MAINTAINED:  

78.84% 80.43% 77.19% Proportion of respondents who report that they are satisfied that their 
home is well maintained. 

TP05: HOME SAFE:  

79.76% 81.54% 79.02% Proportion of respondents who report that they are satisfied that their 
home is safe. 

TP06: ACTS ON VIEWS: 

67.65% 69.03% 66.06% Proportion of respondents who report that they are satisfied that their 
landlord listens to tenant views and acts upon them. 

TP07: KEEP INFORMED: 

73.03% 74.92% 71.40% Proportion of respondents who report that they are satisfied that their 
landlord keeps them informed about things that matter to them. 

TP08: FAIRNESS & RESPECT: 

78.66% 79.90% 75.94% Proportion of respondents who report that they agree their 
landlord treats them fairly and with respect. 

TP09: COMPLAINTS:  

50.75% 54.37% 51.40% Proportion of respondents who report making a complaint in the last 12 
months who are satisfied with their landlord’s approach to complaints 
handling. 

TP10: COMMUNAL AREAS:  

70.87% 70.78% 62.24% Proportion of respondents with communal areas who report that they are 
satisfied that their landlord keeps communal areas clean and well 
maintained. 

TP11: CONTRIBUTION TO NEIGHBOURHOOD: 

66.60% 67.78% 63.89% Proportion of respondents who report that they are satisfied that their 
landlord makes a positive contribution to the neighbourhood. 

TP12: ANTI-SOCIAL BEHAVIOUR: 

62.49% 63.31% 59.09% Proportion of respondents who report that they are satisfied with their 
landlord’s approach to handling anti-social behaviour. 
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TSM Management Measures 
 

 Highlighted green = areas where performance improved on 2024/25 

 Highlighted red = areas where performance reduced on 2024/25 

 Blue = no change 

 

BCH TSM Management Measures 
BCH 

2025/26 
BCH 

2024/25 

BS01: GAS: Proportion of homes for which all required gas safety checks have been 

carried out. 
99.70% 99.84% 

BS02: FIRE: Proportion of homes for which all required fire risk assessments have been 

carried out. 
100% 100% 

BS03: ASBESTOS: Proportion of homes for which all required asbestos management 

surveys or re-inspections have been carried out. 
100% 100% 

BS04: WATER: Proportion of homes for which all required legionella risk assessments 

have been carried out. 
100% 100% 

BS05: LIFT: Proportion of homes for which all required communal passenger lift safety 

checks have been carried out. 
100% 100% 

RP01: DECENT HOME STANDARD:  Proportion of homes that do not meet the DHS 0.02% 0.04% 

RP02(1): NON-EMERGENCY REPAIRS: Proportion of non-emergency responsive repairs 
completed within the landlord’s target timescale. 

98.06% 92.26% 

RP02(2): EMERGENCY REPAIRS: Proportion of emergency responsive repairs 

completed within the landlord’s target timescale. 
100% 99.57% 

CH01(1): STAGE ONE COMPLAINTS: Number of stage one complaints received per 

1,000 homes. 
28.74 33.15 

CH01(2): STAGE TWO COMPLAINTS: Number of stage two complaints received per 

1,000 homes. 
6.71 7.5 

CH02(1): COMPLAINT TIME (STAGE 1) Proportion of stage one complaints responded 

to within the Housing Ombudsman’s Complaint Handling Code timescales. 
98.48% 98.79% 

CH02(2): COMPLAINT TIME (STAGE 2) Proportion of stage two complaints responded 

to within the Housing Ombudsman’s Complaint Handling Code timescales. 
100% 100% 

NM01 (1) ABS PER 1000 HOMES Number of anti-social behaviour cases, opened per 

1,000 homes. 
106.78 140.85 

NM01 (2) HATE INCIDENTS PER 1000 HOMES Number of anti-social behaviour 
cases that involve hate incidents opened per 1,000 homes 

1.26 0.63 
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Appendix 9b(ii) 

Compliance with Technical Requirements Table 
 

TSM: Survey Requirements 
 

 
Requirement 

 
Point 

 
Compliant 

Y/N 

 
Evidence 
 

Tenant perception 
measures must be 
generated only from 
the survey 

8 Yes Survey conducted as standalone activity and data 
captured and reported on relates only to this.  

Must include survey 
questions and 
responses as defined 
by regulator 

10 Yes  

Landlord names 
substituted 

11 
 

Yes Survey. Available on request and will be published on-
line. 

Scaling to follow 
requirements 

12 Yes Survey. Available on request and will be published on-
line. 

To explicitly explain 
purpose of 
perception survey to 
tenant. 

13 Yes Covering letter and header to on-line survey. Available 
on request and will be published on-line. 

Permitted additional 
questions 

14 
Yes 

 Q17: Would you like to be entered into a free prize draw 
to be in with a chance of winning a shopping 
voucher? Please tick one box only. 

Is (TP01) overall 
satisfaction the 1st 
question?  

15 
Yes Survey 

Is the question on 
satisfaction with 
repairs (TP02) before 
question on 
timeliness (TP03) 

15 

Yes Survey 

Providers must take 
reasonable action to 
avoid leading tenant 
to a particular point 
of view 

16 

Yes 

Nothing leading on letter or survey. 
 
Telephone assessments conducted by staff who 
understood requirement. Tenants asked to specifically 
answer question in the format/scaling on the survey.  
 
Only limited number of telephone surveys were 
conducted (12)  

Tenant informed of 
approx. completion 
time. 

17 
Yes 

Description in covering TSM letter “Few minutes”. 
Covering letter available on request and will be published 
online.   

Relevant Population 
 
 

18 

Yes 
 

All low-cost rental accommodation (LCRA) households in 
dwelling units were surveyed (census approach). BCH 
has no low-cost home ownership schemes.  
 
LCRA stock is defined in sections 69 Housing and 
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Regeneration Act 2008 (‘the Act’): 
https://www.legislation.gov.uk/ukpga/2008/17/section/
69 
 
Hostel accommodation managed by BCH is not made 
available for rent, so is not included within LCRA stock.  

Maximum of 1 
response per 
household. 

20 
Yes 

 
Survey sent to lead tenant, not all household members. 

Exclude ‘not 
applicable/don’t 
know’ in count. 

21 
Yes 

Data tables, which shows calculations and available on 
request. 

Include partial 
response 

22 
Yes Shown in data tables 

Record response 
when respondent 
has only answered 1 
question 

23 

Yes 
Data tables, which shows calculations and available on 
request. 

All surveys must 
collected as part of 
integrated survey 
exercise 

24,2
5,26,
29 

Yes 
Annual census survey conducted throughout February 
2026 

 
Suitable expertise to 
design and apply 
survey methodology 

30 

Yes 

Survey is conducted by departments across Council  
 
Infusion Team within Council set up survey and was 
responsible for the intake of returning paper surveys.  
 
Council post team printed and posted surveys. 
 
Council Communication team facilitated surveys to be 
emailed tenants and for a text reminder to be sent. 
 
BCH’s Involvement and Communications Team 
advertised survey and promoted participation with 
tenants and staff.  
 
Paper survey inputting conducted by Housing Standards 
& Compliance Manager, who also conducted telephone 
surveys, along with the Modern Apprentice at Housing 
Options. 
 
Performance Team in BCH responsibility for producing 
data that allowed tenants to be surveyed in the 
appropriate communication preference, as well as data 
that allowed for results to be calculated. 
 
Collaboration between Council and company to calculate 
data.  

External Contractor 
requirement 

31 
N/A  

Data protection 
32 

Yes 
A Data Protection Impact Assessment that had been 
undertaken in 2025 with the Information & Governance 
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Team, was reviewed prior to the survey being 
completed, to ensure compliance with GDPR. 
 

Confidentiality 

33, 
34 

Yes 

Confidentiality statement on survey adhered to. 
 
More detailed information regarding demographics that 
may result in identifiable tenants only shared internally. 

Publication 
35-
38 

Pending 
Will follow these requirements once permission for 
publication given 

Regulatory Data 
Return 

39 
Pending Submission to Regulator will be done by 30th June 2026 

Representation 

47 

Yes 

Sample size 
 
4626 LCRA surveyed. Required 532 returns to have a 
confidence level of 95% with a margin of error of 4% (as 
defined in 42, Table 5 (p17) of TSM: Tenant Survey 
Requirements) 
 
991 responses received which is a response rate of 
21.42% 
 
 

Representation of 
tenant population 

48, 
49, 
50, 
54 

Yes 

During analysis identified under and over representation 
of certain age demographics. This resulted in need to 
apply weighting. 
   

Data on requisite 
tenant 
characteristics 

51-
53 

Yes 

Using unique identification numbers, data has been 
linked to data held on the integrated and housing 
management system. A detailed Tenant Profiling 
exercise had been concluded prior to this survey, giving 
us confidence that we had current information on 
tenant characteristics and communication preferences.  

Weight total 
responses and apply 
consistently 

55 
Yes See detail within TSM Publication Report.  

Retaining data 

59 

Yes 

Data retained and available in Shared drive folder with 
permissions to access limited to appropriate staff 
members. 
 

Collection method 

60,6
1, 
63,  

Yes 

Prior to the survey a comprehensive tenant profiling 
exercise had been concluded, including identifying and 
recording communication preference. This provided 
confidence that communication method met tenant 
need.  
 
Costing exercise for paper surveys was completed prior 
to appointing Council Print Services to print and post 
surveys.  
 
Working with the Council’s Infusion Team we were able 
to utilise existing software (Snap) to undertake on-line 
surveys, incurring costs only for staff time.  
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We were also able to utilise software from the Council’s 
Communications Team to send reminder texts to 
tenants at a nominal cost.  
 
Translations were done through the Council’s translation 
contractor Dals. 
 
Overall cost of survey was: 
 
Translations £183.06  
Prizes: £225 
Printing: £814.52  
Envelopes: £275.52  
Postage: £2,152.33  
Staff time: £160.80 
Email survey: £60 
Text reminder: £160.95 
 
= £4,032.18 + VAT 
 

Removal of tenants 
from survey list for 
medical reasons.  

64, 
65 Yes 

2 removed because they had expressly asked not to be 
surveyed. No other removals.   

Incentivisation 66 Yes Love2Shop vouchers 

Not Applicable 

27,2
8, 56 
 
40-
47, 
57, 
58, 
62 

Yes 

Relating to providers with fewer than 1000 units 
 
Relating to Sampling (Census approach taken) 
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TSM Technical Requirements (related to tenant perception survey) 
 

 

Requirement 

 
Point 

 
Compliant 

 

Evidence 
 

Specific description 

7 

Yes 

Wording within Board report and will be published.  
 
e.g. Proportion of respondents who report that they are 
satisfied with the 
overall service from their landlord. 
 

Level of reporting 
for group structures 

9,10 
N/A  

Relevant Social 
Housing Stock 

11, 
12, 
13 Yes 

All low-cost rental accommodation (LCRA) households in 
dwelling units were surveyed (census approach). BCH has 
no low-cost home ownership schemes.  
 
 

Excluded dwelling 
units 

14, 
15, 
16, 
19 

Yes 

Leaseholders excluded. 
 
LCRA stock is defined in sections 69 Housing and 
Regeneration Act 2008 (‘the Act’): 
https://www.legislation.gov.uk/ukpga/2008/17/section/69 
 
Hostel accommodation managed by BCH is not made 
available for rent, so is not included within LCRA stock 

Reporting 20 Yes Reporting for period 2025-26 

Data Protection & 
Confidentiality 

22 

Yes 

DPIA conducted in conjunction with Council’s Information 
Governance Team 
 
Confidentiality statement on survey adhered to. 
 
More detailed information regarding demographics that 
may result in identifiable tenants only shared internally. 

Responsibility for 
accuracy 

24 
Yes Report to Boards and CLT for ratification.  

Calculations 24 Yes In line with technical requirement 

Not Applicable 9,10 
 
22 

 
Yes 

Relates to group structures 
 
Relates to RPs with fewer than 1000 properties 
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: BLACKPOOL COASTAL HOUSING BOARD 

Relevant Officer: Stephen Dunstan, Director of Resources 

Date of Meeting:   28 April 2026 

 

CUSTOMER INVOLVEMENT AND COMPLAINTS UPDATE 
 
1.0 Purpose of the report: 
 
1.1 To update Board members on developments relating to customer involvement 

activity, including complaints and customer voice. 
 

2.0 Recommendations: 
 
2.1 To approve the amendments to the Complaint Policy to ensure compliance with 

the Housing Ombudsman’s review of the policy. 
 

2.2 To note the fourth quarter complaint and customer voice updates. 
 

3.0 Background information: 
 
3.1 BCH takes investigating and learning from complaints very seriously and ensures 

that our policies and procedures in this area comply with all current guidance 
from the Regulator of Social Housing and the Housing Ombudsman. 

 
3.2 Regular monitoring of complaint investigation and learning performance is 

embedded within the management and board reporting structures and ensures 
that we continue to improve the services that we offer to customers. More 
recently we have recognised the need for similar reflection and reporting on our 
wider involvement activity and have introduced a quarterly Customer Voice 
report. 

 
4.0 Other information: 

 
4.1 The Housing Ombudsman conducted a review of the Complaint Policy and made 

some recommendations. Blackpool Council’s Housing Standards and Compliance 
Manager and BCH’s Director of Resources met the review team on 9 April, and 
agreed to the recommendations as summarised in the complaint report. The 
Ombudsman team were positive about the policy and stressed the number of 
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

recommendations was low. The updated Complaint Policy is attached at 
Appendix 9c(i). 
 

4.2 The recommendations from the recent internal audit on complaints have now all 
been implemented. A summary is included in the complaints report. 
 

4.3 The quarterly complaints data shows a continued commitment to effective 
complaint resolution.  There have been no Housing Ombudsman determinations 
in the period. Numbers of Stage 1 complaints have reduced, on the other hand 
numbers escalated to Stage 2 have increased.  Evaluations to identify 
improvements that can be made continue and the points raised are included in 
the Complaints Report. 
 

4.4 The Customer Voice report for Quarter Four continues to develop the approach 
and content but we continue to remain open to suggestions from the Board as to 
how it could be further improved. The recent work of TOWER scrutiny and other 
involvement groups including the Neighbourhood Panel and the Green and Clean 
Wardens are featured. Feedback and learning from satisfaction surveys is also 
detailed. The ‘so what’ sections show how engagement activity and customer 
feedback has been used to shape service improvement. The report is attached at 
Appendix 9c(ii).  

 
5.0 Financial considerations: 
 
5.1 Inadequate customer service and complaints arising as a result can lead to 

compensation being offered through the internal process, or by Housing 
Ombudsman determination. 
 

6.0 Legal considerations: 
 

6.1 The Regulator of Social Housing has set out requirements on the Customer Voice 
in the Transparency, Involvement and Accountability Standard and will assess 
these at an upcoming inspection. 

 
7.0 Sustainability, climate change and environmental considerations: 
 
7.1 No direct considerations. 
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

8.0 Other considerations (HR, performance, equalities): 
 
8.1 The Complaints and Customer Voice report are relevant to ensuring that those 

with protected characteristics are being heard and that they are given the same 
opportunities as other customers to have their complaints investigated with 
appropriate input from them or their advocates. 

 
9.0 Analysis of risk: 
 
9.1 Service failure can arise from failing to listen to customers or inadequate 

investigation of their complaints. 
  
10.0 Internal /External consultation undertaken: 
 
10.1 The Board Complaints Champions has been consulted on the Complaints Report 

and has identified Neighbourhoods complaints for focus in the upcoming round 
of case deep dives. 
 

10.2 The Complaints Panel have reviewed the Complaints Report. 
  
11.0 Other alternative options to be considered: 
 
11.1  N/A. 
 
12.0 Appendices: 

 
12.1 Appendix 9c(i) – Quarter 4 Complaints Report 

Appendix 9c(ii) – Quarter 4 Customer Voice Report 
Appendix 9c(iii) – updated Complaints Policy 
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Blackpool Coastal Housing (On behalf of the landlord Blackpool Council)  

Quarter 4 Complaint Performance 2025/26   

 

Date of Report: 17th April 2026  

Author: Suzanne Tomlinson, Involvement & Communications Manager 

   

This report covers complaints received, actioned or closed by Blackpool Coastal Housing within Q4 (January – March).  

 

An annual complaint report for 2025/26 will be prepared and presented at the July 2026 Board, along with the Complaint Handling Code and 

Complaint Policy, ahead of submitting to the Housing Ombudsman and publishing.   

 

 

Complaint Audit Recommendations/tracker  

 

Below are the recommendations following the Internal Audit. All recommendations have been completed.  

 

 Recommendation  Update 

1 The requirement to make personal 

contact should be reflected in the BCH 

Complaint Policy and Procedure 

document. 

Policy amended and approved by 

Board.  

2 Lessons learned from previously 

closed complaints should factor into 

the ongoing approach to help maintain 

the momentum already achieved in 

ensuring a consistent approach 

towards complaint handling. 

The Involvement, Communications and 
Complaints Manager will include lessons 
learned from previously closed complaints 
in her meetings with managers, so that this 
can be filtered down to team members. 
Meetings scheduled during the year for all 
services. 
 

3 Additional narrative regarding the 

importance of effective complaint 

handling in line with the requirements 

of the Housing Ombudsman’s 

Complaint Handling Code should be 

included in the BCH Strategic Risk 

Register. 

New SRR now in place. 
 

Appendix 9c(i) 
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4 The role of the Complaints Champion 

should be formally agreed in order to 

ensure that responsibilities of the role 

are transparent and understood.  

The role of the Complaints 

Champion has now been agreed 

and approved by Board.  

5 Consideration should be given to 

recording complaint related detail on a 

tracker so that any identified areas of 

concern can be drawn to the attention 

of the Board members effectively. This 

is particularly important when potential 

thematic or systemic issues are 

identified or suspected.  

This will be a regular agenda item 

at the meetings with the Board 

complaints champion.  Learning 

will also be shared with the Tenant 

Complaints Panel. 

 

   

 

 

 Complaints opened within period    

 

The table below shows all new complaints opened within the period. This includes complaints from tenants, leaseholders and private residents.  

 

 

Q4 (2025/26) 

Last 
Quarter 
(Q3 
2025/26) 

Stage 1 (Tenant, Leasehold and 
Private) 

31 
39 

Stage 2 (Tenant, Leasehold and 
Private)  

9 
6 

TSM Complaints per 1000 properties 
(Cumulative, excludes Private)  

36.08 27.66 

TSM Stage 1 complaints per 1000 
properties (Cumulative, excludes 
Private)   

28.74 22.21 

TSM Stage 2 complaints per 1000 
properties (Cumulative, excludes 
Private) 

6.71 4.82 

 

 

 

There has been a decrease of 8 Stage 1 complaints and an increase of 3 Stage 2 complaints compared to the last quarter.  
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In Q4 78% of complaints (including private) were resolved at Stage 1, meaning the escalation rate to Stage 2 is 22%. This is up 8% from the last quarter.  

 

Year to date 73% of complaints have been resolved at Stage 1.  

 

 

Housing Ombudsman Cases 

 

No cases were determined in the quarter.  

 

We have had one request for information as an initial assessment in relation to a noise nuisance and electrical safety complaint due to decorations at a 

neighbouring property.  

 

The Housing Ombudsman completed a check of the Complaint Policy as part of their compliance arrangements and noted some recommendations and 

requested to meet with Blackpool Council and BCH.  

 

The recommendations are as follows:  

 
1. Reports of anti-social behaviour or breaches of tenancy. The landlord should amend the wording of this exclusion so that it is clear that residents can make 
a complaint about the landlord’s handling of reports of anti-social behaviour and breaches of tenancy. 
 

2. Insurance claims; these will be handed to relevant services within both BCH and the Council. The landlord should amend the wording of this exclusion, so 

that it is clear that residents can make a complaint about the landlord’s handling of insurance claims. 

 

3. The landlord must publish Blackpool Coastal Housing’s (BCH) complaint policy on Blackpool Council’s website as it has explained that it has an ALMO 
arrangement with BCH for handling housing complaints on its behalf. Residents must be able to access the correct complaint policy from the landlord’s 
website. The landlord should also review its complaint policy and include an explanation in its policy about its managing agent arrangements. 
 

4. The landlord should review section 4 of its policy and remove the part where it says “we will first try to resolve expressions of dissatisfaction as early 

resolution, outside of this Policy where possible”. The landlord to ensure the wording in section 4 is consistent with it having a two stage complaint process 

only. 

The landlord should also review section 14 of its policy and remove reference to the “Early local resolution” as this is not consistent with the landlord having a 

two-stage complaint process. 

 

5. The landlord should review section 15 of the policy and amend the wording for escalations to stage 2, it should say “if all or part of the complaint is not 

resolved to the resident’s satisfaction at stage 1, it must be progressed to stage 2 of the complaint procedure”. 
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A meeting was held with the Housing Ombudsman and in attendance were Hannah Cassidy, Housing Standards and Compliance Manager at Blackpool 

Council and Stephen Dunstan, Director of Resources at BCH. It was noted at the meeting that the Housing Ombudsman complimented the policy and said it 

was the fewest number of recommendations that had been made by the HO Team undertaking the review.  

 

The actions agreed at the meeting are as follows: 

 

• Blackpool Borough Council (“the Council”) agreed to implement all 5 recommendations.  

• In respect of Code Provisions 5.4 and 5.5, the landlord clarified that Blackpool Coastal Housing (“BCH”) is the sole ALMO responsible for managing its 

housing complaints service and Blackpool Housing Company Ltd is not involved in any part of the Council’s complaint process for housing. The 

Council confirmed that it is happy to make changes to its website and complaint policy to ensure its arrangements with BCH are clear for residents to 

understand.  

• The Council should also publish the most recent version of its complaint policy to the resident portal area.  

• The Council should update its self-assessment when it completes its next annual submission (30 September 2026) to reflect the arrangements with 

BCH.  

 

 

 

BCH is required to implement all 5 recommendations and provide its draft policy to the Ombudsman by 30 April 2026.  

 

 

Complaint Performance 

 

The tables below show the timescales for acknowledging and responding to Stage 1 and Stage 2 complaints within Housing Ombudsman complaint handling 

code and Tenant Satisfaction Measures (TSMs.) 

 

Stage 1 

 

Acknowledged within 5 days 33 

Acknowledged within 5 days % 100.00% 

Completed out of time 1 

Completed within Time 27 

TSM: Stage 1 Completed within 10 working Days Timescales 98.48% 

Stage 1 Extended 14 

 

 

There was one slippage of a Stage 1 response. This was due to an error by the Complaint Officer. The cumulative year to date TSM figure for Stage 1 

responses within timescale is 98.48% 
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Stage 2 

 

    

Acknowledged within time 10 

Acknowledged within timeframe 100.00% 

Completed out of time 0 

Completed within Time 9 

TSM: Stage 2 Completed within 20 working Days Timescales 100.00% 

Stage 2 Extended 0 

 

The TSM for Stage 2 within timescale remains at 100% 

 

The overall cumulative TSM figure for complaints completed within timescale (Stage 1 & Stage 2) is 98.80% 

 

Refused Complaints  

 

There have been two complaints refused within Q4.    

 

One was in relation to the service of a Community Protection Warning, which is not a BCH responsibility and served by Community Safety. The other was 

from a private resident making a complaint about a visitor to a property that is not managed by or connected to BCH.  

 

Complaint Category by area 

 

Data taken from Stage 1 and Stage 2 complaints closed within the Q4 period. (Includes private complaints) 

A complaint may come under more than one category.  

 

 

Stage 1: 

 

Q4 

Upheld 
and 
closed 
at 
Stage 1 

Not 
Upheld 
and 
closed 
at 
Stage 1 

Partially 
Upheld 
and 
closed 
at Stage 
1 

Escalated 
to Stage 2 
- Upheld 
at Stage 1 

Escalated 
to Stage 2 
- Partially 
Upheld at 
Stage 1 

Escalated 
to Stage 2 
- Not 
Upheld at 
Stage 1 

Total 

Total 
upheld 
or 
partially 
upheld 
at stage 
1 
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Responsive 
Repairs 

7 5 2 1 1 1 17 9 

Neighbourhoods 3 2 4 0 0 0 9 7 

Choice Based 
Lettings 

2 2 1 0 0 0 5 3 

Assets 2 1 0 0 0 1 4 2 

Homeownership 
/ Leasehold 
Services 

1 0 0 0 1 2 4 1 

Hotline 3 0 1 0 0 0 4 4 

Resilience 
Housing - 
Sheltered 

1 2 1 0 0 0 4 2 

Rents 0 2 1 0 0 0 3 1 

Adaptations 0 1 0 0 0 1 2 0 

Voids 1 1 0 0 0 0 2 1 

 

Stage 2:  

 

Q4 

Upheld 
at 
Stage 
2 

Not 
Upheld 
at 
Stage 
2 

Partially 
Upheld at 
Stage 2 

Total 
Total upheld or 
partially upheld 
at stage 2 

Responsive 
Repairs 

0 2 4 6 4 

Assets 0 2 0 2 0 

Homeownership 
/ Leasehold 
Services 

0 2 0 2 0 

Neighbourhoods 1 0 1 2 2 

Rents 0 1 1 2 1 

ASB 0 0 1 1 1 

Adaptations 
Contractor 

0 1 0 1 0 
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Choice Based 
Lettings 

0 1 0 1 0 

Hotline 1 0 0 1 1 

Contractor 0 1 0 1 0 

 

 

In the quarter, 30 complaints (56%) were upheld or partially upheld at Stage 1. Eight complaints escalated to Stage 2. A total of 38% of complaints that 

escalated were upheld or partially upheld and 62% that escalated were not upheld at Stage 1.  

 

The numbers of upheld/partially upheld complaints at Stage 1 which are 50% and over are outlined below: 

 

Repairs Hotline: 4 (100%) 

Neighbourhoods: 7 (78%) 

Lettings: 3 (60%) 

Responsive Repairs: 9 (53%) 

Assets: 2 (50%) 

Sheltered: 2 (50%)  

Voids: 1 (50%) 

 

 

No complaints closed in the quarter have escalated to the Housing Ombudsman to date.   

 

There were 55 complaints closed at Stage 1 in the quarter and 18 complaints closed at Stage 2. Of the 18 complaints that closed at Stage 2, 17 had the same 

outcome at Stage 2 as they did at Stage 1. The complaint that had a different outcome at Stage 2 is outlined below:  

 

 

 
 

 

 

 

 

 

Service Area Stage 1 Stage 2 Detail 

Repairs Not Upheld Partially 
Upheld 

Damp and mould complaint that was not upheld as there was 
not damp and mould. Partially upheld at Stage 2 due to 
compensation being given for previously damaged goods, 
agreed with the S1 response on not upholding other elements.  
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Complaint Root Causes 

 

Data taken from Stage 1 and Stage 2 complaints closed within the period. A complaint may have more than one recorded root cause.  

 

The tables below show the number of root causes recorded across all complaints, broken down by service area. The request that the information was broken 

down by service area was from the Customer Complaint Panel, to enable any trends to be identified within services.  

 

Upheld/Partially Upheld  

 

Root Cause 

Contractor not 
performing or 
managed 
 

Equipment 
Fault 

Human 
error 

Lack of 
ownership to 
resolve issue 

Lack of staff 
training or 
knowledge 

Lack of 
understanding or 
responsiveness to 
customer need 

Poor 
Communication 

Poor 
conduct 

Adaptations 0 0 0 0 0 0 0 0 

ASB 0 0 0 0 0 0 1 0 

Assets 0 0 2 0 0 0 1 0 

Contractor 0 0 0 0 0 0 0 0 

Care & Repair 0 0 0 0 0 0 0 0 

Choice Based Lettings 0 0 1 0 1 1 2 0 

Homeownership 
0 0 1 0 0 0 0 0 

Hotline 1 0 0 1 1 2 2 0 

Neighbourhoods 1 0 4 0 0 0 5 1 

Rents 0 0 1 0 0 0 1 0 

Responsive Repairs 0 1 4 0 1 3 9 0 

Resilience Housing - 
Sheltered 

0 0 1 0 1 0 5 1 

Services (Compliance) 0 0 0 0 0 0 1 0 

Voids 0 0 1 0 0 0 0 0 

Total 2 1 15 1 4 6 18 2 

 

The main root cause for both upheld and partially upheld complaints at Stage 1 and Stage 2 remains as poor communication (18). Human error was the cause 

of 15 complaints.  
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Not upheld: 

 

 

Root Cause 

Complaint was 
a service 
request that had 
not been 
reported 

Customer 
expectation 
beyond service 
provision/standard 

Customer unhappy 
with tenancy 
condition/responsibility 

Issue is 
responsibility of 
another 
organisation 
beyond BCH 
control   

Unfounded 
allegation 

Adaptations 0 1 0 0 0 

ASB 0 1 0 0 0 

Assets 0 1 1 0 1 

Contractor 0 0 0 0 1 

Care & Repair 0 1 0 0 0 

Choice Based 
Lettings 

0 2 0 0 1 

Homeownership / 
Leasehold Services 

0 2 0 0 1 

Hotline 0 0 0 0 0 

Neighbourhoods 1 6 2 1 3 

Rents 0 1 3 0 0 

Responsive Repairs 0 7 0 0 2 

Resilience Housing 
- Sheltered 

0 1 0 0 1 

Services 
(Compliance) 

0 0 0 1 0 

Voids 0 1 0 0 0 

Total 1 24 6 2 10 

 

 

 

 

 

The main theme for complaints not upheld at Stage 1 and Stage 2 was that expectations were beyond service provision and/or standards.  
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 Complaint Outcomes 

 

Data taken from Stage 1 and Stage 2 complaints closed within the period. A complaint may have more than one recorded outcome.  

 

Stage 1: 

 

Outcome Type Total 

Apology Provided 16 

Change to Process / Policy / Procedure 3 

Compensation Awarded 1 

Disciplinary 1 

Explanation Provided 26 

Individual / Team Discussion 11 

Mediation Offered 1 

Remedial Service 1 

 

 

Stage 2:  

Outcome Type Total 

Apology Provided 2 

Change to Process / Policy / Procedure 1 

Explanation Provided 11 

Individual / Team Discussion 1 

 

Compensation Spend 

Q1 spend           £905 

Q2 spend           £495 

Q3 spend           £650 

Q4 spend    £100 

Total     £2,150 
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Specific Area Outcomes/Lessons Learnt 

 

Adaptations:  

A written procedure and standard documentation for customers wishing to use their own contractor has been produced. 

 

Assets: 

Guidance issued to contractor regarding conducting checks on ownership of sheds or outbuildings should they need to store materials.  

Contractor spoken to reiterate they should check tenancy/person alerts when arranging appointments with customers.  

 

Lettings: 

All Lettings Officers completed Equality and Diversity Training.  

Process for pursuing recharges reviewed and changed to ensure it is more structured.  

 

Neighbourhoods: 

Process for reviewing risk markers reviewed and amended, with expiry dates checked.  

Customer leaflet developed to provide information on our stock and transfer process. 

Staff discussion to reiterate our response time to reports of hate crime. 

 

Rents 

Process for serving notices reviewed and amended.  
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Repairs: 

Process reviewed and amended for re-inspection reminders when elements need to dry out.  

Going forward a note will be added to situations such as this to remind Inspectors to re-attend. 

Process developed to ensure if numerous repairs to the same element are undertaken that this is flagged to look into further. 

Process developed for recharge disputes to be reviewed by a Repairs Manager and Recharges Policy is in development.  

 

Sheltered:  

Sheltered Housing Handbook reviewed to advise about the role of the Sheltered Housing Officer to clear properties, however they can offer advice and 

support to access services that can assist individuals with this.  

Review and reminder of record keeping with contractor.   

 

Voids 

Photographs of empty properties to be reviewed before recharges are raised.  

 

Customer Voice – Complaint Transactional Surveys: 

Upon complaint closure, a satisfaction survey is sent to all customers. In the quarter nine satisfaction surveys were received.  

The results from the surveys received are summarised below:  

 

How did you make your complaint?  

All 9 respondents answered this question 

Response Number Percentage  

Email 3 33% 

Telephone 3 33% 

Website 3 33% 
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How easy was it to contact us to make a complaint?  

All 9 respondents answered this question 

Response Number Percentage  

Very Easy 8 89% 

Fairly Easy 1 11% 

Neither Easy nor Difficult 0 0% 

Fairly Difficult  0 0% 

Very Difficult 0 0% 

 

100% of respondents found it very or fairly easy to make a complaint.  

 

Was the information provided clear and concise? 

 

All 9 respondents answered this question 

 

Response Number Percentage  

Strongly Agree  7 78% 

Agree  2 22% 

Neither agree nor disagree  0 0% 

Disagree 0 0% 

Strongly Disagree 0 0% 

 

100% of respondents agreed that the information provided was clear and concise.  

 

Did you receive personal contact (i.e. a phone call or visit) from the Investigating Manager at Stage 1 of your complaint? 

 

All 9 respondents answered this question 

 

Response Number Percentage  

Yes 6 67% 
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No 3 33% 

 

Having reviewed the cases for the 3 respondents who had no contact, the following was established: 

 

Repairs complaint – The Stage 1 response noted that the Manager visited the customer to discuss the complaint and assess the repair prior to the Stage 1 

response being issued, however there was a significant period before the customer then escalated. Case escalated to Stage 2 and customer did not wish to 

attend hearing.  

 

Lettings complaint – Personal contact not made at Stage 1 by Manager. Case escalated to Stage 2 and customer attended hearing.   

 

Adaptations complaint - Personal contact not made at Stage 1 by Manager. Case escalated to Stage 2 and customer attended hearing.   

 

 

Overall, how satisfied or dissatisfied are you with the way your complaint case was handled by BCH? 

 

All 9 respondents answered this question 

 

Response Number Percentage  

Very Satisfied  4 67% 

Fairly Satisfied 2 0% 

Neither satisfied nor 

dissatisfied  

0 0% 

Fairly dissatisfied 0 0% 

Very dissatisfied 3 33% 

 

A total of 67% of respondents were satisfied with how their complaint was handled overall and 33% were dissatisfied.  

 

Two respondents who were very dissatisfied did not have a personal contact from the Investigating Manager at Stage 1 and both cases escalated to Stage 2. 

The reasons for one respondent’s dissatisfaction was that nothing was done about an ASB issue and the other respondent advised that BCH had a biased 

opinion of a contractor.  

 

The third respondent who was very dissatisfied did receive a personal contact at Stage 1 but advised they had been left out of pocket and not compensated. 

The complaint was in relation to the conduct of a staff member.  

 

Learning outcome: The requirement for Investigating Managers to make personal contact at Stage 1 has been added to the Complaint Policy In agreement 

with the Customer Complaint Panel, we are also making this requirement a monitored service standard.  
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Complaint Monitoring & Customer Voice 

 

A draft of this report was shared and discussed with the Customer Complaint Panel on 15th April. The Panel noted assurance with complaint performance but 

recommended that Stage 2 escalation rate is monitored due to the increase in this. They requested a breakdown of root cause data into service area so that 

any trends or concerns can be picked up, particularly with poor communication and human error. The Complaint Panel would like the Board to note this. The 

Panel meet quarterly and also review examples of Stage 1 and Stage 2 responses to check for quality, clear explanations, resolutions offered, empathy and 

tone.  

 

Quarterly meetings are held between the Board Complaint Champion and the Involvement & Communications Manager where updates are provided around 

performance, trends, risks and any areas of concern.  

 

This report has been circulated to the Board Complaint Champion for approval and shared with BCH’s Senior Management Team.  

 

Quarterly meetings are also held with the Member Responsible for Complaints, where they will seek assurance on behalf of the governing body, Blackpool 

Council that BCH is delivering on an effective complaint handling process.  
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HOW CUSTOMERS HAVE BEEN INVOLVED

TOWER ScrutinyTOWER Scrutiny

The panel are midway through the Neighbourhood Service Scrutiny exercise. So far, policies, performance
and complaint data has been scrutinised and the panel have interviewed various members of staff from the
Neighbourhoods Team at different levels. Benchmarking has been conducted with other organisations and
Neighbourhood Satisfaction data has been reviewed and interviews have been arranged with customers who
have used the Neighbourhood Service. Recommendations are being tracked in progress and the final report
with recommendations will be finalised and presented at the July 2026 Board Meeting. 

Complaint PanelComplaint Panel

Transparency, Influence &
Accountability Standard: 

Engaging With Tenants 

The panel reviewed and noted the Q3 and Q4 complaint performance report. It was agreed that the panel
meetings will be arranged so that the quarterly reports are reviewed prior to Board so that Board can note
any customer findings or recommendations. 

The panel also agreed the 2026/27 Complaint Satisfaction Survey content and noted that a question should be
added about joining the panel to try and recruit new members. The panel also reviewed the current Service
Standards in relation to complaints and agreed that the service standards that are covered by the TSM’s should
be removed as these are already monitored and reported on separately. The panel agreed for Manager contact
at Stage 1 to be introduced as a service standard to be reported on.

Panel Members held advertised drop in sessions at Grange Park and Mereside to provide an opportunity for
customers to learn more about Tower and discuss any concerns. A new panel member joined up and is
participating in the current scrutiny exercise. 
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HOW CUSTOMERS HAVE BEEN INVOLVED
Neighbourhood PanelNeighbourhood Panel
As a result of including a question on interest in the panel on the Neighbourhood Satisfaction Surveys, 4 new
members joined this quarter. Due to this, Anti-Social Behaviour Training was provided in-house in March by
Resolve, the UK’s leading expert organisation specialising in ASB. The 6 attendees provided positive feedback
and agreed they now have a better understanding of ASB and BCH’s service which will support them in their
role on the panel.

Green & Clean Wardens Green & Clean Wardens 

Our Reading Panel have reviewed the Spring 2026 newsletter, the Block Cleaning booklet and the Managing a
Community Garden booklet. Changes were made to the information in the newsletter around the use of e-bikes and
e-scooters prior to being published. 

Reading Panel Reading Panel 

Transparency, Influence &
Accountability Standard: 

Engaging With Tenants 

Neighbourhood Walkabouts Neighbourhood Walkabouts 
19 walkabouts took place within the period across the Grange Park, Mereside, South Shore, Bispham and Central
areas of Blackpool. 12 residents attended with the Neighbourhood Officers to identify areas for improvement and
highlight positive contributions. Detailed feedback is included on the BCH website - www.bch.co.uk/my-
neighbourhood/neighbourhood-services/neighbourhood-walkabouts - and will be provided in the next editions of
the Neighbourhood newsletters.

Scoresheets received from the Clean Wardens identified issues with some areas of cleaning being missed - the
Environmental Contracts and Projects Officer will be completing spot checks in future to ensure the standard improves.
22 feedback forms were received this quarter and 82% noted the overall standard of cleaning as ok or good. 
12 responses were received from Green Wardens on the winter works scoresheet with 83% rating the standard as ok
or good.
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HOW CUSTOMERS HAVE BEEN INVOLVED Transparency, Influence &
Accountability Standard: 

Engaging With Tenants Engagement Strategy Consultations

BCH has developed its new Customer Engagement Strategy using extensive feedback gathered from customers
through surveys, door‑knocking activities, and a dedicated focus group. The aim was to understand customer
priorities, identify barriers to involvement, and shape a more effective and inclusive approach to
communication and engagement.

The Communications Survey sent to all customers in October 2025 highlighted key areas of importance for
future content in newsletters and communications. This feedback has helped to inform the “Informing” section of
the new strategy. 

Feedback from involved customers through a targeted survey demonstrated that participation is primarily
driven by a commitment to improving services and contributing positively to their community. Respondents
recommended more opportunities for regular involvement, improved accessibility of meetings, increased
training, and more consistent feedback from BCH.

The Door Knocking Engagement Survey targeted residents not formally involved and demonstrated that most
customers understand how to share their views, and many feel no major barriers to engaging. However, some
residents identified challenges such as health issues, childcare responsibilities, and being new to the
organisation.
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HOW CUSTOMERS HAVE BEEN INVOLVED Transparency, Influence &
Accountability Standard: 

Engaging With Tenants 

TSM: TP07 - Satisfaction that your landlord keeps you informed about things that matter to you
TSM: TP06-  Satisfaction that your landlord listens to your views and acts upon them

Engagement Strategy Consultations cont.

A mixed Engagement Strategy Focus Group provided further insights, stressing the importance of being kept
informed, offering local and ad‑hoc opportunities to engage, tailoring communication to community
demographics, and improving transparency around services such as grounds maintenance. Participants also
highlighted the potential role of local community champions and frontline staff, including Sheltered Housing
Officers, in supporting better two‑way communication.

Across all engagement activities, several barriers consistently emerged: perceptions of poor communication, a
belief that involvement will not lead to meaningful change, lack of interest, inconvenient meeting times due to
work or caring commitments, and reluctance to complain directly.

From these findings, clear strategic priorities have been agreed:

Strengthen communication and feedback so customers feel informed and heard.
Develop localised, targeted engagement opportunities tailored to community needs and demographics.

These insights provide a strong foundation for a customer‑led engagement strategy that improves transparency,
increases participation, and ensures BCH’s services continue to reflect the needs and expectations of its
customers.
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ACTING ON CUSTOMER VIEWS 

Customers SaidCustomers Said We DidWe Did

Throughout the last grass cutting season,
we listened to customer views, including
TSM results and gathered information to
identify and prioritise areas for additional
winter grounds maintenance works. 

Some customers raised queries about text
messages being sent from BCH as they
were unsure if they were genuine
messages. 

Leaseholders informed us that they were
not receiving communications about
walkabouts and other local events.

We have developed user guidance for staff sending text
messages to ensure that the wording and branding is
consistent. We have also done further communications in the all
customer newsletter, on the website and on our Facebook page
to inform that BCH are using text messages to communicate
with customers and to provide assurance that the messages are
genuine. 

We have updated our mailing lists to ensure that Leaseholders
receive the same communications as tenants regarding
walkabouts, local events and community updates.  

Winter works projects including reinstating grass and
addressing raised beds and planters took place at Edmonton
Place, Washington Court, Claremont Court, Ibbison Court and
Newby Place. Specific works carried out were in consultation
with residents. 
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NEIGHBOURHOOD SATISFACTION SURVEYS 

Satisfaction with how report was resolved
45% HIGHLIGHTS - POSITIVE 

How satisfied are you that your Neighbourhood Officer was
polite and respectful?  75% satisfied

HIGHLIGHTS - NEGATIVE 

How satisfied are you that your report to the Neighbourhoods
Team was taken seriously? 50% satisfied

35% (7 respondents) stated they would be interested in
joining the Neighbourhood Panel.

How satisfied are you with the way you were kept informed
about the actions taken in response to your report? 45% satisfied

Dissatisfaction with how a report was
resolved  30%% 

Our actions need to be reasonable and proportionate. We also need to have regards for equalities
legislation, ensuring that the subject is fully aware of the impact of their actions.Initially we need to give
the subject opportunity to change their behaviour and need to use non-legal actions such as warnings,
making referrals and requesting Community Protection Warnings from our colleagues in Community
Safety. If these interventions fail, we will move to more formal actions and consider injunctions, serving of
notices and lodging at Court. 

35% of respondents were not satisfied with
the explanation provided on what action
would be taken to deal with the report.
This once again highlights the importance
of completing an action plan with your
Neighbourhood Officer. Whilst some
reporters decline to complete an action
plan, it is an opportunity for us to discuss
how we will deal with a case and the
actions we are able to take. BCH’s Neighbourhoods Manager:
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REPAIRS SATISFACTION SURVEYS

Overall satisfaction with the Repairs Service 82% 

HIGHLIGHTS - POSITIVE 

How satisfied are you with the experience of
reporting your repair? 80% satisfied

How satisfied are you that the tradesperson was
polite and respectful?  93% satisfied

HIGHLIGHTS - NEGATIVE 

Did the tradesperson who attended show you
identification (ID)?  31% answered No

The  satisfaction figures for repair reporting and time
to complete the works are still very good. There was
also some very positive feedback with regards to
individual Operatives performing well and going
above and beyond which will be fed back to them.  

Overall dissatisfaction with the Repairs Service 11% 

After a discussion process with the repairs software
company we utilise, they now have a ‘neither’ option
on the automated satisfaction survey on their system. 

Previously we had been undertaking our own satisfaction surveys, with a ‘neither’ option to allow us to
benchmark accurately with our peers.

The automated system will allow satisfaction questionnaires to be sent to residents immediately that a job
is completed by an operative. However, the most important benefit of this is that this method will allow us
to identify who attended and when, and also what repair was undertaken. This will be particularly
beneficial when we receive negative feedback and identify training needs or issues that need to be
raised with a member of staff/ contractor. Similarly if a compliment is received without naming who
attended we will have this info readily to hand.

BCH’s Interim Director of Assets and Operations: 
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Previous reports have noted that operatives or contractors not presenting their ID badges when
attending to carry out a repair has been an ongoing issue. Numerous tool box talks and meetings with
operatives have taken place to address this issue, but the latest satisfaction returns show that 30% are
still not doing this according to residents.
 
The advent of the new method of undertaking repairs questionnaires as described above will allow us
to pinpoint exactly who attended a property where it is claimed ID wasn’t shown and address this with
the individual directly.
 

REPAIR OPERATIVES AND CONTRACTORS SHOWING ID

WHAT CAN BE IMPROVED:

RESIDENTS NOTED SPECIFIC DISATISFACTION WITH GARDEN CONDITION CASES  

Customers have fedback that conditions around gardens have not improved when they have made
reports about neighbouring properties. These details have been passed to a Neighbourhoods Team
Leader to contact the reporters and get more information. If it is appropriate cases will be re-opened 
 

P
age 165

N
ot for P

ublication



WHAT IS GOING WELL: 

CUSTOMERS NOTED POLITENESS AND RESPECTCUSTOMERS NOTED POLITENESS AND RESPECT

The Cleaning Operative is very willing and helpful - Clean Warden scoresheet

CUSTOMERS FEEL LISTENED TO AND THEIR REPORTS DEALT WITH EFFICIENTLY CUSTOMERS FEEL LISTENED TO AND THEIR REPORTS DEALT WITH EFFICIENTLY 

The Neighbourhood Officer was polite and made me aware of the next steps - Neighbourhood Satisfaction
Survey

All repairs done to a high standard & a very professional & well-mannered tradesman who is a credit to BCH - Repairs
Satisfaction Survey

The Drying Area at Stronsay Place is looking good, it’ll be great when it’s finished - Bispham Consultation Event

The Rents Officer provides great customer service and is caring in their approach -  Compliment

A resident asked for privets to be reduced in height during the winter grounds maintenance works. The
privet was being trimmed by the ground maintenance contractor at the time and so the request was dealt
with immediately and the resident was pleased - Neighbourhood Walkabout

All the team members are very helpful from phoning to the workers - Repairs Satisfaction Survey 

Office staff absolutely amazing and very helpful - Repairs Satisfaction Survey

CUSTOMERS FEEL BCH IS MAKING A POSITIVE CONTRIBUTION TO THEIR NEIGHBOURHOOD CUSTOMERS FEEL BCH IS MAKING A POSITIVE CONTRIBUTION TO THEIR NEIGHBOURHOOD 
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BCH Complaint Policy
and Procedure
2025

INSPIRING PEOPLE TO BUILD SUSTAINABLE COMMUNITIES

End users using hard copies of this document are responsible for ensuring that their copy is up to date.

Appendix 9c(iii)
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1. BCH Complaint Policy 

Blackpool Coastal Housing (BCH) is a wholly owned company set up by Blackpool Council (The
Landlord) to manage its council housing stock and provide related services to its tenant and
leasehold customers. This includes the delegation of complaint handling in relation to the housing
management function in line with this policy and the Housing Ombudsman Complaint Handling
Code. 

BCH does not view complaints as a negative and see them as an opportunity to learn from the
issues raised by our residents and to take steps to improve the services we provide. Complaint
handling is a priority for us, and we want our residents to feel heard and understood. We
understand that things can go wrong, so when this happens, we want to know so that we can try to
put things right. 

This policy is published on the BCH and Blackpool Council websites. The BCH website also
includes information about the Housing Ombudsman and the Housing Ombudsman Complaint
Handling Code. The policy is summarised for customers in booklet format and this is also published
on the BCH website. Copies of the Complaint Policy and the Complaint Booklet are available upon
request and can be provided in alternative formats or languages upon request.  

2. Purpose 

The purpose of this Policy is:

To provide a fair complaints procedure which is accessible, clear and easy to use for anyone
wishing to make a complaint and is resident focused
 
To publicise the existence of our complaints procedure so that people know how to contact
us to make a complaint 

To make sure everyone at Blackpool Coastal Housing knows what to do if a complaint is
received 

To make sure all complaints are investigated fairly and in a timely way with clear timeframes
set out for responses 

To make sure that complaints are, wherever possible, resolved, appropriate redress is
applied and that relationships are repaired 

To prioritise complaint handling and gather information which helps us to improve what we
do, creating a positive complaint handling culture through continuous learning and
improvement 

Blackpool Council are members of the Housing Ombudsman Scheme. The Council,  and
BCH acting on their behalf commit to follow the Housing Ombudsman Dispute Resolution
principles of being fair, putting things right and learning from outcomes. This Policy has been
developed in line with the Housing Ombudsman’s Complaint Handling Code. We will at all
times co-operate with the Housing Ombudsman or other regulatory body with responsibilities
for oversight of complaints handling. 

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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This policy applies to all BCH services and activities, including the landlord function provided
on behalf of Blackpool Council. This policy also applies where the complaint relates to a
contractor that has been instructed by BCH. Where the complaint is in relation to a contractor
responsibility for recording, investigating, resolving and responding to the complaint remains
with BCH in line with this policy, and the complaint handler will be a BCH staff member. This
policy does not apply to any BCH personnel grievances or recruitment complaints. Such
complaints are subject to BCH Human Resources policies and procedures.   

Residents will not be treated differently by BCH should they raise a complaint and all
complaints will be actioned fairly and consistently in line with this policy.  

3. Definition of a complaint 

A complaint is defined as: 

‘an  expression of  dissatisfaction, however made,  about  the standard of  service, actions or
lack of action by the landlord, its own staff, or those acting on its behalf, affecting an individual
resident or group of residents.’

A resident does not have to use the word ‘complaint’ for it to be treated as such. Whenever a
resident expresses dissatisfaction we must give them the choice to make a complaint. A
complaint that is submitted via a third party or representative must be handled in line with this
policy.

4. Types of complaint

The type of complaint we can consider may include, but is not limited to:   

Failure to provide a service    

Provision of a poor standard of service    

Mistakes in the way we have provided the service    

Failure to meet our existing service standards or comply with our policies

Where applicable, a complaint can also be raised as formal appeal to actions or decisions,
for example a lettings offer we have chosen not to proceed, unless there is already a statutory
review or appeals process in place.

We will first try to resolve expressions of dissatisfaction as early resolution, outside of this
Policy where possible. This means putting something right quickly at the first point of contact
and offering an apology where necessary. However, if further enquiries or actions are needed
to resolve the matter, or if a customer exercises their choice to make a complaint, it will be
logged as a formal complaint and dealt with in line with this policy.    

Any complaint about the behaviour or conduct of a staff member or contractor in relation to
BCH duties or service provision will always be dealt with formally in line with this Policy and
logged at Stage 1, unless an exclusion reason applies.

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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5. Service Requests   

BCH recognises the difference between a service request and a complaint. A service request is
a request from a resident to BCH requiring action to be taken to put something right.

We do not treat service requests as complaints, however service requests are recorded,
monitored and reviewed regularly by the appropriate service.  

A complaint will be raised if a resident expresses dissatisfaction with the response to their
service request, even if the handling of the service request remains ongoing. We will continue
efforts to address the service request if a resident complains.  

Queries or disputes about a recharge will initially be dealt with as a service request and be
reviewed and responded to by a member of the Repairs Management Team. If the customer is
unhappy with the outcome then they can make a complaint. 

6. What BCH do not consider to be a complaint 

Each complaint will be considered on its own merits, along with the individual circumstances of
each complaint. Grounds for dissatisfaction that may not be suitable for the complaints process
are outlined below: (ASB report removed)

   
Complaints about the actions of an organisation that is not working for, or supported by,
BCH

Where the issue being raised has a statutory review or appeal procedure. Where a resident
makes a complaint that should be dealt with as a review or appeal, we will confirm with the
resident the process that we will follow
 
Personnel matters including issues about staff employment or former employment and
applications for employment   

Cases where legal proceedings have started. This is defined as details of the claim, such as
the Claim Form and Particulars of Claim, having been filed at Court 

Insurance claims; these will be handed to relevant services within both BCH and the Council.
If a customer is unhappy with how an insurance claim has been handled then this will be
treated as a complaint. 
   
The issue giving rise to the complaint or the resident becoming aware of the issue occurred
over 12 months ago (BCH may exercise discretion to accept complaints made outside this
time limit where there are good reasons to do so) 

Matters that have previously been considered under the Complaints Policy and the process
has been exhausted

Where a complaint has been pursued in a way that we determine is unreasonable or when
a resident repeatedly makes serious allegations that employees or contractors have
committed criminal, corrupt, or perverse conduct without any evidence. Such matters will be
dealt with in line with our Unacceptable Behaviour Policy. 

Anonymous complaints   

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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Although we do not treat these issues as a complaint under this policy, we will deal with them
in an appropriate manner. Each complaint is considered on an individual basis and on its own
merit. We do not take a blanket approach when excluding complaints. 
   
If we decide not to accept a complaint, we will provide a detailed explanation to the resident
within 10 working days setting out:

7. Survey Feedback 

The reasons why the complaint will not be dealt with under our Complaints policy.

Any individual circumstances we considered in making our decision 

The resident’s right to take that decision to the Housing Ombudsman.

We record and report on complaints that we have excluded from our complaint’s procedure.

An expression of dissatisfaction with services made through a survey is not defined as a
complaint, though wherever possible, the person completing the survey will be made aware of
how they can pursue a complaint if they wish to.  
 
Where BCH asks for wider feedback about our services, we will provide details of how residents
can complain. 

8. Who can make a complaint?

A complaint can be raised by any person or group of people affected by an activity or service
provided by, or on behalf of Blackpool Coastal Housing, including but not limited to:

Current tenants / licensees and members of their households  
 
Former tenants / licensees   

Social housing applicants   

Leaseholders

MPs and Councillors 
  
Advocates of the complainant such as friends, relatives or other representatives (prior written
consent from the complainant is required)  
 
A resident or group of residents who have been affected by our activities and/or services in
the locality   

End users using hard copies of this document are responsible for ensuring that their copy is up to date.

If a Subject Access Request is made as part of a complaint then this will be passed to our
Performance & GDPR Officer to separately acknowledge and respond to in line with our Subject
Access Request Policy. 
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9. How to make a complaint     

We offer a range of ways for our customers to make a complaint.    

Residents can raise a complaint with any member of staff. All staff are aware of the complaints
process and can pass the complaint details through to the Involvement & Communications Team
who will record and action the complaint. 

In writing:

Complaints, c/o Involvement and Communications Team, Blackpool Coastal Housing, Coastal
House, 17-19 Abingdon Street, Blackpool, FY1 1DG.   

Email:

customerinvolvement@bch.co.uk    

Via our website:

www.bch.co.uk/complaints-compliments-and-customer-feedback/howtomakeacomplaint

Via the MyBCH self-service portal:

https://my.bch.co.uk/bch/www/dashboard 

By telephone:

01253 477900, then selecting option 4 followed by option 3

Via social media:

For customers wishing to lodge a complaint by social media we request that this is done by
private message in order to maintain confidentiality and privacy using the following channels:   

Facebook search for @bchblackpool

Instagram search for blackpool_coastalhousing   

In person:

We are able to accept complaints in person and Coastal House reception is open Monday - Friday
10am - 2pm, or customers can book an appointment in advance. A member of the Involvement and
Communications team will agree a convenient venue with the customer (customer’s home, a
community centre or office site).   

10. Accessibility

We are committed to making our complaints process accessible to all and can offer help and
support to ensure any concerns from customers are listened to and understood. On receipt of a
complaint, our Complaint Officers will provide one to one assistance throughout the process.
Complainants can also seek assistance or advice through external agencies.  

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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In line with the Equality Act 2010 our Reasonable Adjustments Policy sets out our commitment to
equality of opportunity for all and what types of assistance we can provide to support customers
to make a complaint.

BCH will keep a record of any reasonable adjustments agreed, as well as a record of any
disabilities a resident has disclosed. Any agreed reasonable adjustments will be kept under
active review.  

Customers may prefer to have a representative deal with their complaint on their behalf, or to
be or accompanied at any meeting with us. This may be by an advocate, carer, family member,
friend, elected member, agency, or professional body. Where a representative makes the
complainant’s case we must receive or hold a signed authority from the customer which
authorises us to communicate with the customer’s appointed advocate or representative.    

A customer may contact the Housing Ombudsman at any time throughout the course of their
complaint for advice and support.  

11. Confidentiality   

All complaint information will be handled sensitively and in accordance with relevant data
protection requirements.   

Where a customer posts a complaint on social media pages, we will ensure privacy at all times
by directing the complaint to private message to ensure privacy and confidentiality. If a customer
posts personal details on a public post, this will be removed to protect the privacy and
confidentiality of themselves and anyone they may also refer to.

12. Protecting the vulnerable   

Some complaints received by Blackpool Coastal Housing may have safeguarding elements. This
could be where someone’s life is at risk or a serious crime has been committed. When
complaints of this nature are received, Blackpool Coastal Housing staff will be required to make
a safeguarding referral in line our Safeguarding Policy.   

Whilst the details of the complaint will be considered, the safety of the service user is paramount
and takes precedent over any other procedures.

13. The Complaint Handling Process

Our complaint process consists of two Stages; Stage 1 and Stage 2. We do not to have extra
named stages (such as ‘stage 0’ or ‘informal complaint’) as this causes unnecessary confusion.

A complaint regarding BCH services and activities, including services and activities carried out
on our behalf will be handled by BCH in line with this Policy and consist of our 2 Stage process.   

(CHANGED THIS FROM EARLY AND LOCAL RESOLUTION) 

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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If a formal complaint is received, the BCH Involvement and Communications Team will take
responsibility for facilitating the complaint and be the ‘Complaint Officer’. All complaint actions
are recorded by the team on our Housing Management System. Any urgent issues that relate to
safeguarding or health or safety will be flagged by the Complaint Officer to the relevant service
manager.    

The Complaint Officers will: 

14. Stage 1 – Formal Complaint   

Complaints will be acknowledged, defined and logged at Stage 1 of our complaints procedure
within five working days of being received.  

Within the complaint acknowledgement, we will set out our understanding of the complaint (the
‘complaint definition’) and the outcomes the complainant is seeking. If any aspect of the
complaint is unclear, we will ask the complainant for clarification and agree the complaint
definition.    

Stage 1 formal complaints will be investigated by a Manager or Team Leader who will act as
the complaint handler and must:      

A complaint response will be sent to the resident when the answer to the complaint is known, not
when the outstanding actions required to address the issue are completed. Records are
maintained to ensure that agreed actions are taken.  

Where complainants raise additional matters during the investigation, these will be incorporated
into the Stage 1 response if they are relevant and the Stage 1 response has not been issued.  

Where new issues raised relate to separate matters, the Stage 1 response has been issued, or it
would unreasonably delay the response, the complaint will be logged as a new complaint.   

Any outstanding actions required to address issues will be allocated to Service Managers to
track action promptly, keeping the complainant updated appropriately.  

Act sensitively and fairly   
 
Be trained to handle complaints and deal with distressed and upset residents   
   
Access staff at all levels to facilitate quick resolution of complaints   

Have the authority and autonomy to resolve disputes quickly and fairly     

deal with complaints on their merits, act independently, and have an open mind;   

give the resident a fair chance to set out their position;   
   
take measures to address any actual or perceived conflict of interest; and   

consider all relevant information and evidence carefully.    

End users using hard copies of this document are responsible for ensuring that their copy is up to date.

The complaint handler will make personal contact with the customer to discuss their concerns as
part of their Stage 1 investigation.  
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The Stage 1 will response will confirm in writing, in plain language, the following: 

A full response to Stage 1 complaints will be issued within 10 working days of the complaint
being acknowledged.   

We will consider the complexity of the complaint and if an extension to the expected timescale is
required we will inform the complainant of the expected timescale for response. An extension
will be no more than 10 working days without good reason and we will clearly explain any
reasons to the complainant.
   
Whenever we inform a complainant about an extension to response timescales, we will provide
the contact details of the Housing Ombudsman. 
 
Where a response to a complaint will fall outside the timescales set out in this policy we will
agree with the resident suitable intervals for keeping them informed about their complaint. 

the complaint stage
 
the complaint definition   
   
the decision on the complaint   

the reasons for any decisions made   

the details of any remedy offered to put things right   

details of any outstanding actions   

details of how to escalate the matter to Stage 2 if the complainant is not satisfied with
the response

15. Stage 2 Final stage for internal resolution - Appeal Panel   

If a resident is not satisfied with our response to their complaint at stage 1, they can 
request to escalate the complaint to stage 2. 

We encourage residents to let us know as soon as possible, but no later than 25 working days
from the date of the stage 1 response. We may apply discretion where the resident was unable
to escalate the complaint earlier (for example health grounds or with other good reason) or
where the complaint raises safeguarding or health and safety issues. All requests for escalation
will be considered on an individual basis and upon their own merit.  

Once an escalation request has been received, it will be acknowledged within 5 working days,
confirming our understanding of the complaint (the ‘complaint definition’) and the outcomes the
resident is seeking. Complainants are not required to explain their reasoning for requesting
escalation and BCH will make reasonable efforts to understand why the complainant remains
unhappy. 

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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Each request for escalation will be considered on its own merits, along with the individual
circumstances of each complaint.  

If we decide not to escalate a complaint to Stage as there is a valid reason not to do so as an
exclusion applies, we will evidence the reasoning and provide a detailed written explanation to
the customer setting out the reasons why the matter is not suitable for the complaints process
within 10 working days of a request being made. We will not take a blanket approach to
exclusions.  

All customers have the right to challenge this decision by bringing their complaint to the Housing
Ombudsman.   

We will only escalate a complaint to Stage 2 once it has completed Stage 1 and at the request
of the resident.    
       
The Stage 2 appeal will be heard by the Director responsible for the service area. If the relevant
Director is unavailable in the timescales or has already had involvement that may impact on their
impartiality another Director, Head of Service or the Chief Operating Officer will substitute for
them. 

All customers and/or their representative will be extended an invite to attend the Appeal Panel
meeting or will be offered the opportunity to provide evidence at the hearing in a way that suits
their needs. This means the customer can ask that the panel is held virtually, or at a venue other
than BCH’s Head Office, for example at a Community Centre or at home via phone call or
videoconference.   

The response to the Stage 2 complaint will be provided to the complainant in writing within 20
working days of the escalated complaint being acknowledged. 

If the complaint should not be looked at further because it could compromise legal
proceedings to do so

If it has now become clear that this complaint has previously fully exhausted the
complaints process.

The acknowledgement letter will also provide confirmation of the Appeal Hearing date and the
complainant’s right to attend. If we have tried to contact the resident to discuss the complaint
further but have no response, or if the resident is unable to explain why they are not satisfied
with the stage 1 response, we will investigate and review the complaint based on the information
we have.

The Stage 2 consideration will not be conducted by the same person(s) that completed the Stage
1 investigation and response.  

If we have accepted the complaint and responded at stage 1, we would only refuse 
to escalate the complaint to Stage 2 for the following reasons:

End users using hard copies of this document are responsible for ensuring that their copy is up to date.

The issue relating to the escalation differs to the complaint definition at Stage 1. In these
instances, we will consider the matter as a new complaint.
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the complaint stage;

the complaint definition;  

the decision on the complaint;  

the reasons for any decisions made;  

the details of any remedy offered to put things right;  

details of any outstanding actions  

details of how to escalate the matter to the Ombudsman Service if the individual remains
dissatisfied. 

A complaint response will be sent to the resident when the answer to the complaint is known, not
when the outstanding actions required to address the issue are completed. Any outstanding
actions will be tracked and the resident will be kept updated.  

Where complainants raise additional matters during the investigation, these will be incorporated
into the Stage 2 response if they are relevant and the Stage 2 response has not been issued.
Where new issues raised relate to separate matters, the Stage 2 response has been issued, or it
would unreasonably delay the response, the complaint will be considered as a new complaint.   

Any outstanding actions required to address issues will be allocated to Service Managers to
track action promptly, keeping the complainant updated appropriately.  
  
Within 20 working days of the Stage 2 complaint being acknowledged a written response to the
complainant will be provided in clear, plain language. The Stage 2 response will address all
points raised in the complaint definition and provide clear reasons for any decisions, referencing
the relevant policy, law and good practice where appropriate. The Stage 2 response will also
confirm:  

We will consider the complexity of the complaint, and if an extension to the expected timescale
is required we will inform the complainant of the expected timescale for response. An extension
will be no more than 20 working days without good reason and we will clearly explain any
reasons. 

Whenever we inform a complainant about an extension to response timescales, we will provide
the contact details of the Housing Ombudsman. 

Where a response to a complaint will fall outside the timescales set out in this policy we will
agree with the resident suitable intervals for keeping them informed about the progress of the
complaint investigation. 

Stage 2 is the final response and marks the end of Blackpool Coastal Housing’s complaints
process. 

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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Where something has gone wrong, we will acknowledge this and set out the actions we have
already taken or intend to take to put things right. 

This may include:

16. Putting things right 

Any remedy offered must reflect the impact on the resident as a result of any fault identified.  The
remedy offer must clearly set out what will happen and by when, in agreement with the resident
where appropriate. Any remedy proposed must be followed through to completion. BCH will
take account of the guidance issued by the Housing Ombudsman when deciding on appropriate
remedies and also refer to our Compensation Policy.    

A complaint will be considered closed under the following circumstances:

Apologising;  
 
Acknowledging where things have gone wrong;  
   
Providing an explanation, assistance or reasons;  

Taking action if there has been delay;  

Reconsidering or changing a decision;

Amending a record or adding a correction or addendum;  

Providing a financial remedy;  

Changing policies, procedures or practices. 

After sending a Stage 1 response and there is no further contact from the customer after 25
working days from the issue of the response. (If a complainant makes contact with the same
issue, additional evidence or requesting to escalate beyond 25 days then the circumstances
will be considered and if appropriate the complaint will be reopened and escalated. If new
matters are raised then this will be opened as a new Stage 1 complaint.)

When a Stage 2 response has been issued as this is the final stage in our complaint process
and a resident will be advised of their right to escalate their complaint to the Ombudsman.

17. Closing a complaint   

18. Case Management

Complaint cases are logged and managed using the MRI Housing Management System. A full
record is kept of complaints and the outcomes at each stage of the process. This includes the
original complaint and the date received, all correspondence with the resident, correspondence
with other parties, and any relevant supporting documentation such as reports or surveys.

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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We will produce an annual complaints performance and service improvement report for
scrutiny and challenge, which will include:  

19. Reporting and Self-Assessment   

The annual complaints performance and service improvement report will be reported to the BCH
Board and the Shareholder (Blackpool Council) and will be published on the section of our
website relating to complaints. The Board’s response to the report will be published alongside this. 
 
BCH will carry out a self-assessment following a significant restructure, merger and/or change in
procedures, or should the Housing Ombudsman request so after an investigation.  
 
If a BCH is unable to comply with the Housing Ombudsman Complaint Handling Code due to
exceptional circumstances, such as a cyber incident, we will inform the Ombudsman, provide
information to residents who may be affected, and publish this on their website. We will provide
a timescale for returning to compliance with the Code.   

the annual self-assessment against the Housing Ombudsman Complaint Handling Code to
ensure this policy remains in line with its requirements.  
 
a qualitative and quantitative analysis of BCH’s complaint handling performance. This will
also include a summary of the types of complaints we have refused to accept;  

any findings of non-compliance with the Complaint Handling Code by the Housing
Ombudsman;  

the service improvements made as a result of the learning from complaints;  

any annual report about the landlord’s performance from the Ombudsman; and  

any other relevant reports or publications produced by the Ombudsman in relation to the
work of the landlord.   

At the completion of a complaint, an evaluation will be completed to assess the root cause of the
complaint, what lessons have been learned and what, if any, actions need to be taken to prevent
reoccurrence. Stage 1 evaluations will be completed by Heads of Service and Stage 2
evaluations will be completed by a Director or the Chief Executive. This is to ensure that BCH look
beyond the circumstances of the individual complaint and consider whether service improvements
can be made as a result of any learning from the complaint.   

A satisfaction survey will be conducted with complainants upon the closure of their case to help us
identify whether there are any wider steps that we can take to improve our complaint services. 

All complaint information will be recorded and performance information will be produced and
provided to BCH Senior Management, BCH Board, the BCH Complaint Customer Panel and the
Shareholder. 

20. Scrutiny & oversight: continuous learning and improvement   

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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We will look beyond the circumstances of the individual complaint and consider whether service
improvements can be made as a result of any learning from the complaint. Themes and trends
will be assessed to identify any potential systemic issues, serious risks or policies and procedures
that may need reviewing. The themes and trends will also be used to inform training requirements
for staff and contractors.

Accountability and transparency are integral to a positive complaint handling culture. We will
use complaints as a source of intelligence to identify issues and introduce positive changes in
service deliver and report back on wider learning and improvements from complaints in our
Annual Report and more frequently to residents, staff and scrutiny panels. 

Within BCH the Director of Resources is the accountable lead for our complaint handling. This
person will support with assessing any themes or trends to identify potential systemic issues,
serious risks, or policies and procedures that require revision.   

The Housing Portfolio Holder for Blackpool Council is the Member Responsible for Complaints
(MRC).

In addition, as an ALMO we also have a Board Member appointed as Board Champion for
Complaints. 

The MRC (Member Responsible for Complaints) is responsible for ensuring the governing body
receives regular information on complaints that provides insight on BCH’s complaint handling
performance. This person has access to suitable information and staff to perform this role and
report on their findings.

As a minimum, the MRC and the governing body (or equivalent) and the Board Champion will
receive: 

regular updates on the volume, categories and outcomes of complaints, alongside complaint
handling performance;  

regular reviews of issues and trends arising from complaint handling;    

regular updates on the outcomes of the Ombudsman’s investigations and progress made in
complying with orders related to severe maladministration findings; and    

an annual complaints performance and service improvement report.  

BCH has a standard objective in relation to complaint handling for all relevant employees or
third parties, which reflects the need to:  

have a collaborative and co-operative approach towards resolving complaints, working with
colleagues across teams and departments;  

take collective responsibility for any shortfalls identified through complaints, rather than
blaming others; and  
 
act within the professional standards for engaging with complaints as set by any relevant
professional body.  .  

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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Our Customer Complaint Representatives meet quarterly and will monitor compliance with this
policy, support with the self-assessment, monitor performance and review complaint data and
lessons learnt.   

Visiting http://www.housing-ombudsman.org.uk    

Telephoning 0300 111 3000    

Writing to:    
Housing Ombudsman Service PO Box 1484
Unit D 
Preston 
PR2 0ET 

The Local Government and Social Care Ombudsman (LGSCO) look at individual complaints
about councils and all adult social care providers (including care homes and home care
agencies). Therefore, if the complaint relates to the provision of care, either in the home or a
care home setting, complainants may take their complaint to the LGSCO.   
   
Customers who are not tenants but who receive care from us either in their own home or in a
care home setting can make a complaint to us.    
  
If the customer self-funds the payment of care services and they remain dissatisfied with our final
response to their complaint, they can take their complaint to the Local Government and Social
Care Ombudsman.    
 
If the care services are funded by the Local Authority, the customer can complain to the Local
Authority before taking their complaint to the Local Government and Social Care Ombudsman.    
   
The Care Quality Commission (CQC) is the independent regulator of health and adult social
care in England. Whilst it cannot deal with formal complaints which have to be progressed with
the service provider and/or the LGSCO, it encourages receivers of care to provide feedback on
the care they receive in order to help it protect others.   

21. Housing Ombudsman

A customer can go direct to the Housing Ombudsman Service at any time but the complaint will
usually be referred back to us if it has not been through the full internal complaints process.   
   
The Ombudsman will also only consider the matter if they are contacted within 12 months of the
original complaint.   
   
A customer can refer their complaint to the Housing Ombudsman by:

22. The Local Government and Social Care Ombudsman (LGSCO)   

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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As a member of the Housing Ombudsman Scheme, Blackpool Coastal Housing agrees to comply
with the following terms:   

We will establish and maintain a complaints procedure in accordance with any good
practice recommended by the Housing Ombudsman and, as part of our procedure, we will
inform residents of their right to bring complaints to the Housing Ombudsman under the
Scheme.   

We will publish our complaints procedure and make information easily accessible to those
entitled to complain on our website and in correspondence with our residents.   

We will manage complaints from residents in accordance with our published policy. The
complainant may contact the Housing Ombudsman at any point for guidance or support.    

We will respond promptly to information requests made by the Housing Ombudsman Service
as part of the ongoing investigation into complaints from our residents.   

We will carry out an annual, or more frequently if necessary, self-assessment against the
Housing Ombudsman Complaint Handling Code and take appropriate action to ensure our
complaint handling is in line with the Code. 

The self-assessment outcomes will be reported to elected members, published on the website
and included in our Annual Report and complaint handling performance information.

Failure to comply with the conditions of membership may result in a Complaint Handling Failure
Order and a requirement to rectify within a given timescale (paragraphs 13 and 73 of the
Housing Ombudsman Scheme). Full details of when the Ombudsman will determine that there
has been a complaint handling failure can be found here:  
https://www.housingombudsman.org.uk/wp-content/uploads/2022/03/Guidance-
ondeterminations-ofcomplaint-handing-failure-and-orders-March-2022.pdf.    
   
When carrying out a complaint investigation the Ombudsman will consider whether the
landlord dealt with the complaint in accordance with the Code. Any failure identified could
result in a finding of service failure, maladministration or severe maladministration for complaint
handling and orders and recommendations will be made to put matters right and ensure
compliance with the Code.    
   
The Ombudsman Complaint Handling Code can be viewed in full here:   

Complaint Handling Code 2024 | Housing Ombudsman Service  

23. Compliance

End users using hard copies of this document are responsible for ensuring that their copy is up to date.
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: BLACKPOOL COASTAL HOUSING BOARD 

Relevant Officers: Vikki Piper (Chief Operating Officer), Jamie Weston (Interim Director of 
Asset Management) and Stephen Dunstan, Director of Resources 

Date of Report:   28 April 2026 

 

PERFORMANCE REPORT 
 
1.0 
 

Purpose of the report: 
 

1.1 To inform the Board of current performance across several key indicators. 

2.0 Recommendation(s): 
 

2.1 
 
 

To note the contents of the scorecard and summary and challenge / seek clarification 
as appropriate. 
 

3.0 
 
3.1 

Performance scorecard: 
 
The scorecard for Q4 of 2025/26 is attached. A brief narrative highlighting areas for 
attention is provided below. 
 

3.2 
 
 
 
 
 
 
 
 
3.3 
 
 
 
 
 
 

Commentary 
 
Overall Performance: 
 
This scorecard summarises performance for the period up to 31st March 2026 
(Quarter 3). The same data is presented to the senior management team on a regular 
basis so that where needed targeted action can be agreed and undertaken. This 
information is also presented to the Shareholder (Council). 
 
Areas of performance to note: 
 

 Rent loss due to empty properties (measure 1) – see separate interim void 
report 
 

 Damp and Mould cases (measure 6) – Reported cases have increased in the 
last quarter, which is partly attributable to Q4 covering the winter months. 
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Company Reg. No. 05868852 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

 Damp and Mould inspections within timescale (measure 14)  – this increase is 
partially linked to the overall increase in volume, but again only relates to a 
small number of cases (5). 

 

 Anti-Social Behaviour (ASB) caseloads (measure 28) - ASB caseloads are up 
due to some proactive work in partnership with Police. 

 

 Hate Crimes (measure 29) – this has increased but when broken down relates 
to just 6 cases and there are no noticeable patterns. This will be monitored 
closely over the next few quarters though. 

 
4.0 
 

Equalities and risk 
 

4.1 
 

No specific implications arising from this report. 

5.0 List of Appendices: 
 

5.1 Appendix 9d(i): BCH Board Quarter 4 scorecard. 
 

6.0 Financial and Legal considerations:  
 

6.1 No additional considerations as a result of this report. 
  
7.0 Internal/External Consultation undertaken: 

 
7.1 
 
8.0 
 
8.1 
 
 

All figures are collated from service data and checked by service heads. 
 
Sustainability, climate change and environmental considerations: 
 
None as a result of this report. 
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BCH Housing Performance Scorecard
Report date: 01/04/2025 - 03/04/2026

Good Is As at end (Period) BCH Target Tolerance        
Range +/-

Current 
value/position

Performance 
Against Target

Previous reported 
value

Benchmark 
(median) This time last year

1 property = 
0.02% 

No. Financial *see guidance below

1 The percentage of rent loss due to empty properties LOW 05/04/2026 2.45% 2.43-2.470% 2.91% 2.77% 1.95% 2.70%

2
The percentage of rent collected against rent due (including arrears brought 
forward) *see guidance below HIGH 05/04/2026 99.80% 99.6-100% 100.13% 99.90% 100.07% 100.62%

3 Gearing (shows a firms operation funded by lenders versus shareholders) N/A N/A
Employee Wellbeing

4 The average days lost to sickness absence per full time employee LOW 31/03/2025 10 8-12 Days 14.75 11.89 9.50 7.04

5 The percentage of staff turnover LOW 31/03/2025 18% 16-20% 16.75% 17.18% 13.60% 17.56%

Safety & Quality
Compliance:

6 Gas Safety Checks completed in target timescales HIGH 31/03/2026 100% None 99.70% 99.77% 100.00% 99.84%

7 Fire Risk Assessments completed in target timescales HIGH 31/03/2026 100% None 100.00% 100.00% 100.00% 100.00%

8
The percentage of Electrical Safety Checks completed within timescales (as of 
Nov 2025) HIGH 31/03/2026 100% 96-100% 97.40% 96.55% 99.04% 95.82%

9
% of properties with an EPC rating C and above (target is 100% by 2030) based 
on SAP 9.94 HIGH 31/03/2026 83% 81-85% 87.12% 86.48% 73.28% 83.82%

10 The percentage of homes that do not meet the Decent Homes Standard LOW 31/03/2026 0.00% 0.02-0.00%         0.02% 0.02% 0.30% 0.04%

11 % Properties with stock condition surveys completed within 5 years HIGH 31/03/2026 100% 80-100% 91.15% 79.48 N/A 48.23%

12 % of properties with cat 1 hazards identified during stock condition surveys LOW 31/03/2026 4% 3-5% 1.34% 1.19% N/A N/A

Awaab's Law 

13 The number of new damp & mould cases raised within the period LOW 31/03/2026 2300 2250-2350 2455 1741 N/A 1827

14
 % of significant damp/mould hazards  inspected within Awaab's Law 
timeframes  (10 working days) HIGH 31/03/2026 100% 99-100% 96.77% 97.52 N/A N/A

15
% of emergency hazards investigated and made safe within Awaab's Law 
timescales (24 hours)? HIGH 31/03/2026 100% 99.98-100% 100.00% 100.00 N/A N/A

16
% of investigation reports sent to the customer within target timescales (i.e. 
within 3 working days at conclusion of investigation) HIGH 31/03/2026 100% 95-100% 95.79% 98.25 N/A N/A

17
% of properties made safe or steps taken to begin further works within 5 
working days at conclusion of investigation (Awaab's law) HIGH 31/03/2026 100% 95-100% 97.87% 95.18 N/A N/A

18
% of further works started within 12 weeks after conclusion of investigation 
(Awaab's Law) HIGH 31/03/2026 100% 98-100% 100.00% 100.00 N/A N/A

Repairs
Reactive repairs completed within target timescales:

19 Emergency HIGH 31/03/2026 98% 97.5-98.5% 100.00% 100.00% 97.00% 99.87%

20 Non-Emergency HIGH 31/03/2026 95% 92-98% 98.06% 98.95% 85.64% 92.32%

Appendix 9d(i)
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Transparency, Influence & Accountability

21
Complaints relative to the size of the landlord (per 1000 properties) *see 
guidance below (cumulative) LOW 31/03/2026 40 36-44% 36.08 25.98 62 41.07

22
The percentage of complaints responded to within complaint handling code 
timescales (TSM) HIGH 31/03/2026 95% 90-100% 98.80% 99.17% 94.25% 99.00%

23
Overall, how satisfied or dissatisfied are you with the way your complaint case 
was handled by BCH (Transactional Survey) *see guidance below HIGH 31/03/2026 65% 60-70% 69.57% 76.92% N/A N/A

24
Overall, how satisfied are you with the service you received from the Repairs 
Team (Transactional Survey) *see guidance below HIGH 31/03/2026 70% 65-75% 78.26% 75.69% N/A N/A

25
How satisfied are you with the way your ASB report was resolved 
(Transactional Survey) *see guidance below HIGH 31/03/2026 TBC +/- 5% 54.35% 61.54% N/A N/A

26 Transactional Survey Overall Satisfaction Lettings *see guidance below HIGH 31/03/2026 TBC +/- 5% N/A N/A N/A N/A N/A

Neighbourhood & Community

27
Anti-social behaviour cases relative to the size of the landlord (per 1000 
properties) *see guidance below (cumulative) LOW 31/03/2026 130.0 120-140 106.78 86.97 50.2 140.86

28
The number of current neighbourhood cases being worked on including ASB & 
Hate Crime (per 1000 properties). LOW 31/03/2026 72 68-78 102.79 95.35 N/A N/A

29
Hate Crime cases relative to the size of the landlord (per 1000 properties) 
*see guidance below (cumulative) LOW 31/03/2026 0.60 0.2-1.0 1.26 1.05 1.35 0.63

Tenancy Standard

30 The percentage of evictions as a percentage of tenancies LOW 05/04/2026 0.14% 0.09 -0.19% 0.22% 0.09% 0.16% 0.17%

31 Average Length of Tenancy HIGH 05/04/2026 10 years 9-11 years 11.18 11.05 N/A 11.18

32
The number of relets as a proportion of housing stock (Turnover) *see 
guidance below LOW 05/04/2026 9 8-10 6.63% 7.38% 6.79% 6.93%
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Guidance:
Target not being met within tolerance range
Target being met within tolerance range

2

13
21
27
29

23
24
25
26

32

Transactional surveys will only be reported on should the survey response rate be 20% or more.

Important to compare this figure next to 'This time last year' as recovery rate fluctuates

Turnover in 2025/26 should be higher to reflect increased performance in void turnarounds. This will need to be reduced when 
void turnaround times are improved. 

The target figure represents the total for the end of the financial year. At the start of the year this will be                         set at a 
quarter of the total and will increase by 25% each quarter. e.g. target figure for complaints in                                    quarter 3 will 

be 20 p/1000 properties.   
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Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: BLACKPOOL COASTAL HOUSING BOARD 
Relevant Officer: Vikki Piper 

Date of Meeting:   28 April 2026 

 

BLACKPOOL COASTAL HOUSING BUSINESS PLAN 2026 - 2027 
 
1.0 Purpose of the report: 
 
1.1 To provide Board with the draft BCH Business Plan 2026/27 for discussion / 

approval. 
 
2.0 Recommendations: 
 
2.1 That the BCH Business Plan objectives and content for 2026/27 is approved and 

authorisation is given for the full business plan to be compiled and published. 
 

3.0 Background information: 
 
3.1 An enhanced business planning cycle has been introduced for 2026 to provide 

additional structure to the process. Key milestones are: 
 
• DECEMBER 2025 - Board away day December (Strategic Direction) 
• FEBRUARY 2026 - SMT away day (Priorities, Objectives, Actions) 
• MARCH 2026 – Managers briefing 
• APRIL 2026 - Business Plan objectives to board (approval) 
• SPRING 2026 – Staff Awareness session (engage staff) 
• SPRING/SUMMER – IPAs (embed) 
• AUTUMN – Annual Report to Tenants 
• WINTER  – Staff Conference (progress updates) 

 
3.2 At the Board Away Day in December the 4 core strategic priorities were agreed: 

- Maintaining quality in our core services 
- Moving to the next level in managing the Councils assets: 
- Increasing resilience 
- Making an impact on the wider housing market 

 
3.3 These priorities were discussed in detail by the senior management team in 

February and an initial set of objectives identified, which the full management 
team was consulted on in March. 
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3.4 The approach taken to this year’s business plan was for it to be focused on the 

priorities, and provide a clear direction of travel from board to frontline delivery . 
Each objective was therefore measured against the following principles: 

 Seeks to addresses one or more regulatory requirements 
 Measurable and deliverable 
 Influenced by customer voice 

 
3.5 In order to clearly communicate this, the business plan format has been updated 

to contain a table layout for outlining the objectives, rather than the usual 
narrative approach. 
 

3.6 The Business Plan objectives, once agreed by Board, will be used to inform 
service plans and IPAs, to ensure that strategy informs policy and policy informs 
practice. The Communications Team will also apply the corporate formatting and 
arrange for publication. 
 

4.0 Other information: 
 

4.1  Not applicable. 
 
5.0 Financial considerations: 
 
5.1  Within agreed budgets. 

 
6.0 Legal considerations: 

 
6.1 No specific implications as a result of this business plan but some objectives link 

to compliance and regulation. 
 
7.0 Sustainability, climate change and environmental considerations: 
 
7.1  Please note the relevant actions in the Business Plan. 
 
8.0 Other considerations (HR, performance, equalities): 
 
8.1  Please note references to business planning cycles and staff IPAs. 
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9.0 Analysis of risk: 
 
9.1 No specific risks identified as a direct result of these objectives. 
  
10.0 Internal /External consultation undertaken: 
 
10.1  Please note reference to customer voice against each objective. 
  
11.0 Other alternative options to be considered: 
 
11.1  Not applicable. 
 
12.0 Appendices: 

 
12.1 Appendix 9e(i): Draft Business Plan 26/27 objectives. 
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1 
 

Blackpool Coastal Housing Business Plan – 2026 – 2027 

Introduction 

To be finalised 

Brief review of last year 

To be finalised 

 

Business Plan Objectives – 2026 – 2027 

Our priorities for 2026/27: 

We believe it is important to have consistency and clarity of purpose for our customers and 

staff, and therefore our core priorities for 2026/27 remain the same as the past year. These are: 

1. Maintaining quality in our core services: 

2. Moving to the next level in managing the Councils assets: 

3. Increasing resilience 

4. Making an impact on the wider housing market 

We will do this by: 

Maintaining quality in our core services 

Objective How Why (measure) Customer 
Influence 

1) Maximise 
income 
through rent 
and arrears 
collection  

 Improve performance on 
FTA’s and Rechargeables 

 Update Rent Policy 

 Update Tenancy Agreement 

 Review Evictions 

 To invest in 
stock. 

 To comply with 
Rent Standard 

 Policy 
Consultation 

2) Maximise 
tools for 
tackling ASB 
,and  access 
to properties 

 Formalise partnership 
working with colleagues in 
Council, Police etc to ensure 
all powers available are 
utilised  

 To comply with 
Safety and 
Quality Standard 

 To protect our 
customers and 
stock 

 To improve 
tenant 
perception on 
area of home 
safety 

 TSM’s 

 TOWER 
review 

3) Improve 
methods for 
capturing 
and using 
tenant voice 
formally and 
informally 

 Develop inclusive Customer 
Engagement Strategy 

 External supported review 
of, and with TOWER (to 
include scope and purpose) 

 Embed culture of 
professional curiosity and to 
capture customer feedback, 
both formal and informal 

 To comply with 
the Fairness and 
Transparency 
Standard 

 To improve TSM 
Fairness and 
Respect 

 External 
consultants will 
work with 
TOWER 

 Consultation on 
new strategy 

 

Appendix 9e(i) 
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Moving to the next level in managing the Councils assets: 

Objective How Why (measure) Customer Influence 

4) Reduce void 
costs and 
waiting 
times for 
customers 

 Improve 
performance on 
void turnaround 
through a 
thorough, evidence 
based, review 

 HRA viability 

 Customer and 
shareholder 
perception of 
performance 

 New tenant surveys 

 Complaints/feedback 

5) Ensure 
compliance 
with 
regulatory 
property 
standards 

 Introduce 
processes, policies 
and resources to 
improve property 
access, through 
both support and 
enforcement 

 Customers are safe 
in their homes 

 Customers feel safe 
(TSM) 
Positive inspection 
outcome/maintain 
reputation 

 TSM’s safe/well 
maintained 

 Consult customers 
on why no access 

6) Ensure best 
use of stock  

 Review and 
expand (if 
appropriate) 
Furnished 
Tenancies 

 Seek to develop 
“sub register” of 
adapted stock so 
the right people 
are allocated the 
right homes. 

 Explore 
opportunities to 
improve communal 
spaces 

 Improved allocations 
processes for 
disabled customers 

 Improve TSM 
related to communal 
spaces 

 Up to date CHIP 

 Customers 
consulted on 
adaptations policy 

 TSM feedback on 
communal spaces 

 

Increasing resilience 

Objective How Why (measure) Customer Influence 

7) Ensure the 
support we are 
able to offer 
tenants is 
accessible and 
reflects our 
demographics, 
and that 
tenancies can 
be sustained. 

 Introduce an internal 
tenancy support offer 
for tenants requiring 
housing related 
support to live 
independently 

 Maintain specialist 
support services for 
specific groups 
(RHS,PT, Sheltered, 
16/17) 

 Demonstrate we 
know our 
customers 

 Reduce pressure 
in other areas of 
the system (e.g. 
Neighbourhoods, 
Access)  

 Balance of support 
and enforcement 

 Prevent evictions 

 Customer 
profiling exercise 
(understanding 
our customers) 

8) Review 
Sheltered 
service to 
ensure that the 
right people, are 
getting the right 
support, in the 
right place.  

 Continue with the 
strategic direction to 
replace 
old/unpopular/ 
unadaptable 
accommodation with 
new (where possible) 

 Review rents and 
caseloads to make 

 Improve TSM’s 

 Improve quality of 
accommodation 
for older people 

 Sheltered review 
has taken place 
with residents 
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sure service is fit for 
purpose and 
sustainable 

 

Making an impact on the wider housing market 

Objective How Why  Customer Influence 

9) Maintain 
excellent 
reputation for 
“delivery”  

 Be well prepared 
for inspection 

 Maintain high 
standards across 
all regulatory 
spheres. 

 To ensure 
Blackpool is held 
in high regard and 
is “investible” 

 To ensure our 
customers receive 
a consistently  
good service and 
live in safe, warm, 
affordable homes. 

 TSM’s 

 TOWER  

10) Grow and 
improve social 
housing stock in 
Blackpool  

 Maximise all 
opportunities to 
develop, or 
regenerate 
Council housing 

 Reduce social 
housing deficit 

 Create good 
quality affordable 
homes for local 
people  
 

 Public consultation 

 Consultation with 
existing residents  

 

 

 

 

 

 

 

 

 

Page 199

Not for Publication



This page is intentionally left blank



 
 

Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Report to: BLACKPOOL COASTAL HOUSING BOARD 

Relevant Officer: Jamie Weston, Interim Director of Asset Management 

Date of Meeting:   28 April 2026 

 

VOIDS DESK-TOP REVIEW PROGRESS UPDATE 
 
1.0 Purpose of the report: 
 
1.1 To inform the Board of initial findings from the voids desk-top review completed by BCH’S 

Performance Team with regards to the current void process and performance. 
 
2.0 Recommendations: 
 
2.1 Board is requested to note the contents of this report and challenge / seek clarification where 

necessary.  
 

2.2 Agreement is also requested to approve the proposed further analysis to be undertaken, with a 
view to a more comprehensive paper being presented at July’s Board. 

 
3.0 Background information: 
 
3.1 Following a decline in the performance of void management in recent years, BCH was requested 

to undertake a desk-top review of the service. 
 

3.2 The most significant area of poor performance related to the amount of time that it took to 
undertake void works and the increasing costs of undertaking void works. 
 

3.3 The above points were also noted in the 2024/25 House Mark report that was presented to 
Board in October 2025. This highlighted that average re-let time for major works voids was 186.4 
days compared with the national average of 96.7. As well as this, average re-let time (all re-lets, 
inc. time in works) was 132.7 for BCH compared with 70.1 nationally. 
 

3.4 The review did not include any formal site visits or interviews with staff involved in the voids 
process. At this stage the review was completely driven by data. 

 

3.5 There is a large amount of raw data available and the most pertinent data tables and have been 
included in this report. 
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4.0 Other information:  
 
4.1 Large amounts of data have been provided by the Performance Team and the analysis by them 

continues in conjunction with BCH Senior and Executive staff. 
 

4.2 As explained in section 2, the proposal is to bring a more in-depth paper back to July Board with 
proposals to address ‘process and people’. 
 

4.3 Below is a table that highlights the problem and will give Board an indication of the task at hand: 
 
Average Days between last Pre-inspection and works starting (Void reason) 
 

Financial Year 2223 2324 2425 2526 

From Pre-inspection - Void works starting (Minor works) 28.84 16.21 26.42 33.00 

From Pre-inspection - Void works starting (Asbestos) 48.04 34.33 32.66 46.38 

From Pre-inspection - Void works starting (Major Works) 104.72 86.24 108.00 99.78 

From Pre-inspection - Void works starting (Damp works) 120.84 78.66 73.90 105.46 

From Pre-inspection - Void works starting (Rewire) 219.98 
 

121.76 177.70 

From Pre-inspection - Void works starting (Decent Homes) 69.47 81.11 95.65 109.97 

From Pre-inspection - Void works starting (Man Held) 26.82 126.22 
 

119.77 

 
4.4 Additionally, since the early part of 2026, BCH’s Executive Team has undertaken a series of 

random void visits. The findings from this align with the findings of the initial data presented in 
the table above, in that it is taking too long to complete works, particularly those requiring minor 
works and, more concerning, start works. 
 

4.5 The visits have also been useful in allaying some of the myths surrounding empty homes. Those 
being every property came back hoarded requiring extensive clean and clears; there were always 
components to replace; no longer get any quick turnaround properties and tenants were causing 
damage, either accidentally or deliberately. 
 

4.6 With regards to the above point, below is a table that shows a large increase in the cost of 
clearing properties. This requires further investigation as the review continues. 

 

 
 

Page 202

Not for Publication



 
 

Blackpool Coastal Housing Limited 
Company Reg. No. 05868852 

Year 
Average 

Cost of All 
repairs 

Average 
cost of 
Clean 

Repairs 

Average 
cost of 
Clear 

Repairs 

Average 
cost of 
Other 

Repairs 

Average 
cost of All 
CC Repairs 

Aug 15 - Mar 16 £1,664.76 £106.68 £89.86 £4.21 £200.75 

Apr 16 - Mar 17 £1,691.57 £117.88 £248.85 £6.27 £373.01 

Apr 17 - Mar 18 £1,384.07 £128.37 £243.55 £13.14 £385.06 

Apr 18 - Mar 19 £1,888.87 £117.06 £140.92 £1.32 £259.31 

Apr 19 - Mar 20 £2,329.48 £94.65 £273.07 £0.84 £368.56 

Apr 20 - Mar 21 £4,259.83 £134.74 £337.45 £16.80 £488.99 

Apr 21 - Mar 22 £4,535.38 £117.26 £298.73 £12.51 £428.50 

Apr 22 - Mar 23 £4,643.78 £122.42 £440.41 £8.49 £571.32 

Apr 23 - Mar 24 £6,177.46 £158.15 £511.15 £24.04 £693.34 

Apr 24 - Mar 25 £7,776.47 £197.50 £719.75 £35.53 £952.79 

Apr 25 - Aug 25 £7,768.74 £184.35 £559.57 £23.87 £767.79 

 

     

 
4.7 The table below depicts void repair costs by termination reason. 

 
Cost of Repairs by Termination Reasons 
 

Termination Reason Total Number of Relets Average cost 

Deceased Total £4,563,448.43 1076 £4,241.12 

Abandoned NTQ £566,155.76 158 £3,583.26 

Eviction £822,665.15 238 £3,456.58 

Fire Damaged £33,919.51 10 £3,391.95 

Management Held £8,931.01 4 £2,232.75 

Temporary Decant £1,739.37 4 £434.84 

Acquired Handover £69,390.54 26 £2,668.87 

Conversion Handover £1,388.80 2 £694.40 

Transfer £3,122,978.51 851 £3,669.77 

Voluntary Total £5,894,466.24 1837 £3,208.75 

 
One would expect abandoned or evicted properties to have the highest repair costs. To have 
high void costs for a transfer, especially if this is to another BCH property appears an anomaly. 
Further analysis of this with Housing colleagues will be necessary. 
 

4.8 Detail from the initial performance data show that the front end of the process, e.g., inspecting 
the property and completing a work schedule are well within the required KPIs. The major 
blockage is getting works started. 
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5.0 Next Steps 
 
5.1 As detailed above, the basis of this report is based on initial findings from BCH’s Performance 

Team analysis of void data. This is still ongoing. And a full and comprehensive report of the 
findings can be brought to the July Board. 
 

5.2 As the data analysis continues over the coming weeks, there are some operational areas which 
can be investigated in tandem based on the existing data. These include: 

 An initial meeting with BHC has taken place to see if there any lessons that can be shared. 
Follow up meetings to be arranged 

 Meeting with the BCH Voids Team to fully understand the current process/ void journey 
to see if any efficiencies can be made as the review continues. 

 Explore options for utilising contractors for medium - large voids while BCH operatives 
concentrate on minor/ smaller voids (NB: a set number of voids per annum would need to 
be agreed with contractors to ensure financial efficiency and staffing levels set) 

 Potentially procuring a framework for void works that would develop into an SLA with 
associated KPIs to assist with monitoring contractor performance 

 Explore employing a handyman/ decorator type service for low level voids with minimal 
work (as at BHC) 

 Liaise with Lettings regards possible resumption of the Tenancy Termination Officer (TTO) 
role. This links to point 4.7. 

 Consider the Voids Inspector visiting to begin inspecting/ scheduling the property before 
the property comes back to BCH. 

 As per the table in 4.6 investigate reasons for increased clearance costs 
 

5.3 The above are only initial thoughts at present and will be aligned, following feedback from board, 
and developed as the void review continues. 
 

6.0 Financial considerations:  
 
6.1 Please see 4.3 re loss of rental income. Assuming an average weekly rent of £95 highlights that 

rental loss for a void needing minor works is £447. For a property requiring a re-wire and other 
void works this would be £2,402. It should also be noted that this is only to the point of works 
starting. There will be further rent loss during the completion of the works. 
 

6.2 Data has also shown that the cost of carrying out void works has risen from £1,664 in 2015-16 to 
£4,259 in 2020-21 to £7,768.74 in August 2025. However, it should be noted that these costs are 
not direct comparisons due to the level of works completed in voids now compared with over 
ten years ago. Other factors are at play too such as increased contractor and material costs. This 
will be expanded on in the full report.  
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7.0 Legal considerations: 
 
7.1 The only legal consideration is that properties are left safely and compliant, which they are. 
 
8.0 Sustainability, climate change and environmental considerations: 
 
8.1 None at this time. 
 
9.0 Other considerations (HR, performance, equalities): 
 
9.1 Performance and comparison with our peers is the main consideration. This is expanded on in 

10.2. 
 
10.0 Analysis of risk:  
 
10.1 Financial: These risks are obvious given the information included in the table in 4.3. For every 

week that a property sits empty an average of £95 is lost in rental income. 
 

10.2 Performance: Again, as highlighted in the table in 4.3 the time taken to start maintenance works 
on a void property are too long. The House Mark data also demonstrates that we perform poorly 
in this area against both our ALMO and national peers. 
 

10.3 Perception: This is a risk with regards to residents being aware that properties have sat empty for 
too long which in turn could invite ASB issues to the property or the estate in which it sits. 
 

10.4 Reducing Housing Waiting List: While properties are sat empty and taking too long to get back 
into the rental stream, the housing waiting list continues to grow which can have a detrimental 
effect across the town. 

  
11.0 Internal /External consultation undertaken: 
 
11.1 As referenced in 3.3 data from House Mark has been utilised to highlight the problem at hand. 

 
11.2 Also, an initial meeting has taken place with the BHC Empty Homes Team to look at their 

processes to see if any lessons learnt can be adopted in the interim period. 
  
12.0 Appendices: 
 
12.1 Copies of all raw data from the ongoing desktop review can be provided if required. Further 

information from this will be included in the July Board paper. 
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Blackpool Housing Company / Blackpool Coastal Housing  
Joint Board meetings Work Programme 2026  

 
 

Date of Meeting Shared / BHC 
/ BCH item 

Agenda Item Detail 
 

Who 

17 February 2026  
(at BCH offices, 
Coastal House) 
 
 
 
 
 

SHARED ITEMS 
 
 

Audit Committee Minutes 
 

Minutes of the joint BCH/BHC Audit Committee meeting held on 2 
February 2026 
 

Chair of Audit 

Register of Interests annual 
update 

To receive an update on Non-Executive Directors and SMT’s 
declarations of interests which are checked on an annual basis. 
 

Company Secretary 

Policy radar update To provide the Boards with an update on progression and 
implementation of emerging policy and legislative changes 

COO (Housing 
Management), COO 
(Regeneration and 
Development) 

“Failure to prevent fraud” 
briefing paper 

To consider a briefing paper setting out the requirements in the 
Economic Crime and Corporate Transparency Act 2023 for 
organisations to ensure they are taking actions to prevent fraud 
 

Company Secretary 

Shareholder Relations 
 

To raise any matters to be discussed with the Shareholder Committee Board 

Meeting reflections – NEDS and 
Exec Management only 

Private discussion item led by the COOs/Chair (in particular covering 
Governance, Budget and Shared Services and reflecting on the format 
of the meeting)  

COO (Housing 
Management), COO 
(Regeneration and 
Development) 

BHC ITEMS 
 
 
 

Business Plan and Budget 
2026/27 

To consider for approval BHC’s draft Business Plan (including rent 
setting options) and Budget for 2026/27 

COO (Regeneration and 
Development) / Director 
of Finance and Resources 
 

Strategic Risk Register Review 
 

To consider the separation of the joint BHC and Lumen Strategic Risk 
Register as recommended by Lumen Housing’s Board at its meeting on 
2 December 2025. 
 

COO (Regeneration and 
Development) / Director 
of Finance and Resources 
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Chief Operating Officer / 
Development update 

Written report in relation to the operations, overall performance and 
future direction of BHC as well as an update on the company’s 
acquisitions and development programme 
 

COO (Regeneration and 
Development) 
 

Finance Update and 
Performance Dashboard 

Written update on the current financial position and performance of 
BHC 
 

Director of Finance and 
Resources 

Housing Performance update To receive an update on key Compliance and Housing Performance 
Indicators.  

SMT 

BCH ITEMS 
 
 
 

Business Plan and Budget 
2026/27 

To consider for approval BCH’s draft Business Plan and Budget for 
2026/27 
 

Director of Resources 
 

BCH Management Team update Written report to include financial and operational updates  COO (Housing 
Management) / Director 
of Resources / Director of 
Asset Man & Repairs 

Strategic Risk Register To approve BCH’s revised Strategic Risk Register following 
consideration by the Audit Committee at its meeting on 2 Feb 2026 
 

Director of Resources  

Complaints Update 
To receive an update on the current position with complaints and the 
actions being taken to manage the process and the increasing volume 
following the greater scrutiny as a result of the Housing Act. 

COO (Housing 
Management) / 
Complaints Champion 

KPI Report Written report and appendices on KPI data COO (Housing 
Management) / Director 
of Asset Man & Repairs / 
Director of Resources 

“Customer Voice” 
 

To consider the “Customer Voice” report COO (Housing 
Management) 
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Blackpool Housing Company / Blackpool Coastal Housing  
Joint Board meetings Work Programme 2026  

 
 

Date of Meeting Shared / BHC 
/ BCH item 

Agenda Item Detail 
 

Who 

28 April 2026 
(at BCH offices, 
Coastal House) 
 
 
 
 
 

SHARED ITEMS 
 
 

Audit Committee Minutes 
 

Minutes of the joint BCH/BHC Audit Committee meetings held on 5 
March and 14 April 2026 
 

Chair of Audit 

Shareholder update on LGR 
proposals 

The Boards to receive a verbal update from the Shareholder on the 
government’s preferred Local Government Reorganisation model and 
the implications for the companies 

Shareholder 
representative (Alan 
Cavill to be invited) 

Policy radar update To provide the Boards with an update on progression and 
implementation of emerging policy and legislative changes (consider at 
every other meeting) 
 

COOs / Blackpool Council 
Housing Standards and 
Compliance Manager 

Fair Employment Charter (New) The Boards to consider a request from the Shareholder for the 
companies to sign up to the Council’s Fair Employment Charter 
 

COOs 

Shareholder / Member 
Relations 
 

To raise any matters to be discussed with the Shareholder Committee Board 

Meeting reflections – NEDS and 
Executive Management only 

Discussion item led by the Chair/COOs (considering governance, Shared 
Services and reflecting on the format of the meeting), to include an 
updated action plan incorporating Board, COO and DTP feedback as to 
the effectiveness of joint meetings (new) 

CEO, COO (Housing 
Management), COO 
(Regeneration and 
Development) 

BHC ITEMS 
 
 
 

Chief Operating Officer / 
Development update 

Written report in relation to operations, performance and the 
company’s acquisitions and development programme 
 

COO (Regeneration and 
Development) 
 

Finance Update and 
Performance Dashboard 

Written update on the current financial position and performance of 
BHC 
 

Director of Finance and 
Resources 

Housing Performance update To receive an update on key Compliance and Housing Performance 
Indicators.  
 

SMT 
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Housing Regeneration 
Committee minutes 

Minutes of the meeting of the Housing Regeneration Committee held 
on 16 April 2026 
 

Housing Regeneration 
Committee Chair 

Housing Regeneration 
“refresher” (New) 

Session to remind Board members of the strategic objectives of the 
housing regeneration scheme and the communication strategy to 
affected residents 

COO (Regeneration and 
Development) / Housing 
Regeneration Committee 
Chair 

Allotment of Shares To review the existing arrangement in relation to the issuance and 
allotment of shares (decision to be reviewed again by end Apr 2027) 
 

Company Secretary 
 

BCH ITEMS 
 
 
 

BCH Management Team update Written report to include financial and operational updates (to include 
action plan following mock inspection) 

COO (Housing 
Management) / Director 
of Resources / Director of 
Asset Man & Repairs 

Tenant Satisfaction Measures TSM submission authorisation COO (Housing 
Management) 

Complaints Update and 
Customer Voice report 

To consider the Customer Voice report and receive an update on the 
current position with complaints including the actions being taken to 
manage the process and the increasing volume following the greater 
scrutiny as a result of the Housing Act. 

COO (Housing 
Management) / 
Complaints Champion 

Business Plan To consider BCH’s Business Plan for 2026/27 
 

COO (Housing 
Management) 

Performance Report Written report and appendices on KPI data COO (Housing 
Management) / Director 
of Asset Man & Repairs / 
Director of Resources 

Voids Data Review To consider the review of Voids data Director of Asset Man & 
Repairs 

Furnished tenancies Written report on furnished tenancies 
 

Director of Resources 
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Date of Meeting Shared / BHC 
/ BCH item 

Agenda Item Detail 
 

Who 

28 July 2026 
(At BCH offices, 
Coastal House) 
 
 
 
 
 

SHARED ITEMS 
 
 

Audit Committee Minutes 
 

Minutes of the joint BCH/BHC Audit Committee meeting held on 7 July 
2026 

Chair of Audit 

Policy radar update To provide the Boards with an update on progression and 
implementation of emerging policy and legislative changes (update at 
every other meeting – last presented at Feb 2026 meeting) 
 

COOs / Blackpool Council 
Housing Standards and 
Compliance Manager 

Shareholder / Member 
Relations 
 

To raise any matters to be discussed with the Shareholder Committee Board 

Annual review of Committee 
memberships 
 

To review the current memberships of the Audit Committee, 
Employment Committee (Senior Management) and Housing 
Regeneration Committee 
 

Co Sec / Board 

Meeting reflections – NEDS and 
Executive Management only 

Private discussion item led by the COOs/Chair (considering governance, 
Shared Services and reflecting on the format of the meeting) 

CEO, COO (Housing 
Management), COO 
(Regeneration and 
Development) 

BHC ITEMS 
 
 
 

Chief Operating Officer / 
Development update 

Written report in relation to operations, performance and the 
company’s acquisitions and development programme 
 

COO (Regeneration and 
Development) 
 

Finance Update and 
Performance Dashboard 

Written update on the current financial position and performance of 
BHC 
 

Director of Finance and 
Resources 

Housing Performance update To receive an update on key Compliance and Housing Performance 
Indicators.  
 

SMT 

Annual Reports 2025/26 - TBC To consider the BHC Board and Audit Committee’s Annual Reports for 
2025-26 for submission to the Shareholder. (NB - consideration of the 
Board Annual report may be done by Written Resolution in Sep instead) 

COO (Housing 
Management / Board 
Chair / Audit Chair) 
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Strategic Risk Register To undertake an annual review of the BHC Strategic Risk Register Director of Resources 
 

Statutory Accounts for the Year 
Ended 31 March 2026 

Approval of year-end accounts (recommendation from the Audit 
Committee) 
 

Director of Finance and 
Resources 

BCH ITEMS 
 
 
 

BCH Management Team update Written report to include financial and operational updates COO (Housing 
Management) / Director 
of Resources / Director of 
Asset Man. & Repairs 

Statutory Accounts for year 
ended 31 March 2026 

Approval of year-end accounts (and recommendation from the Audit 
Committee)  
 

Director of Resources 

Tenant Satisfaction Measures 
review 

Analysis of TSM results 2025/26 and consideration of any proposed 
follow-up actions. 
 

COO (Housing 
Management) 

Annual Reports 2025/26 To consider the BCH Audit Committee’s Annual Report. 
To consider and approve the BCH Board’s Annual Report for submission 
to the Shareholder Committee. 
 

COO (Housing 
Management / Board 
Chair / Audit Chair) 

Strategic Risk Register To undertake an annual review of the BCH Strategic Risk Register Director of Resources 
 

Complaints Self-Assessment and 
end-of-year report 

To discuss the end of year position with complaints and the actions 
being taken to manage and improve the process. To consider the draft 
self-assessment for submission to the Ombudsman. 
 

COO (Housing 
Management) / 
Complaints Champion 

“Customer Voice” 
 

To consider the “Customer Voice” report COO (Housing 
Management) 

KPI Report Written report and appendices on KPI data COO (Housing 
Management) / Director 
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of Asset Man. & Repairs / 
Director of Resources 

Confidential update - JFH To receive an update on proposals for the future of the Jobs, Friends & 
Houses Community Interest Company 
 

Company Secretary / 
COO (Housing 
Management) 
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Date of Meeting Shared / BHC 
/ BCH item 

Agenda Item Detail 
 

Who 

27 October 2026 
(At BCH offices, 
Coastal House) 
 
 
 
 
 

SHARED ITEMS 
 
 

Audit Committee Minutes Minutes of the joint BCH/BHC Audit Committee meeting held on 6 
October 2026 
 

Chair of Audit 

Shareholder / Member 
Relations 
 

To raise any matters to be discussed with the Shareholder Committee Board 

Calendar of meetings 2027 To consider the proposed 2027 calendar of meetings Company Secretary 
 

Meeting reflections – NEDS and 
Executive Management only 

Private discussion item led by the COOs/Chair (considering governance, 
Shared Services and reflecting on the format of the meeting) 

CEO, COO (Housing 
Management), COO 
(Regeneration and 
Development) 

BHC ITEMS 
 
 
 

Chief Operating Officer / 
Development update 

Written report in relation to operations, performance and the 
company’s acquisitions and development programme 

COO (Regeneration and 
Development) 
 

Finance Update and 
Performance Dashboard 

Written update on the current financial position and performance of 
BHC 
 

Director of Finance and 
Resources 

Housing Performance update To receive an update on key Compliance and Housing Performance 
Indicators.  
 

SMT 

Review of Policy Framework Company policy framework to be reviewed and major policies/plans 
scheduled for consideration 

COO (Regeneration and 
Development) 
 

BCH ITEMS 
 
 
 

BCH Management Team update Written report to include financial and operational updates COO (Housing 
Management) / Director 
of Resources / Director of 
Asset Man. & Repairs 
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Review of Policy Framework Company policy framework to be reviewed and major policies/plans 
scheduled for consideration 

COO (Housing 
Management), Director 
of Asset Man. & Repairs, 
Director of Resources 

Complaints Update To receive an update on the current position with complaints and the 
actions being taken to manage the process and the increasing volume 
following the greater scrutiny as a result of the Housing Act. 
 

COO (Housing 
Management) / 
Complaints Champion 

“Customer Voice” 
 

To consider the “Customer Voice” report COO (Housing 
Management) 

KPI Report Written report and appendices on KPI data COO (Housing 
Management) / Director 
of Asset Man. & Repairs / 
Director of Resources 
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Date of Meeting Shared / BHC 
/ BCH item 

Agenda Item Detail 
 

Who 

4 December 2026 
(Location and 
time TBC - 
following 
business planning 
away day, joint 
with BHC, BCH 
and Lumen 
Boards)  
 
 
 
 

SHARED ITEMS 
 
 

Shareholder / Member 
Relations 
 

To raise any matters to be discussed with the Shareholder Committee Board 

Meeting reflections – NEDS and 
Executive Management only 

Private discussion item led by the COOs/Chair (considering governance, 
Shared Services and reflecting on the format of the meeting) 

CEO, COO (Housing 
Management), COO 
(Regeneration and 
Development) 

BHC ITEMS 
 
 
 

Chief Operating Officer / 
Development update 

Written report in relation to operations, performance and the 
company’s acquisitions and development programme 

COO (Regeneration and 
Development) 
 

Finance Update and 
Performance Dashboard 

Written update on the current financial position and performance of 
BHC 

Director of Finance and 
Resources 

Housing Performance update To receive an update on key Compliance and Housing Performance 
Indicators.  

SMT 

BCH ITEMS 
 
 
 

BCH Management Team update 
(led by the COO) 

Written report to include financial and operational updates COO (Housing 
Management) / Director 
of Resources / Director of 
Asset Man. & Repairs 

Complaints Update To receive an update on the current position with complaints and the 
actions being taken to manage the process and the increasing volume 
following the greater scrutiny as a result of the Housing Act. 

COO (Housing 
Management) / 
Complaints Champion 

“Customer Voice” 
 

To consider the “Customer Voice” report COO (Housing 
Management) 

KPI Report Written report and appendices on KPI data COO (Housing 
Management) / Director 
of Asset Man. & Repairs / 
Director of Resources 
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Appendix 13a 

 

Action Description Lead Timescale 

Standard 
report 
template 

Introduce standard templates 
(to include Executive 
Summary) for Board and 
Committee reports to improve 
consistency, clarity, and 
focus 

CoSec Q1 

    
 Review use of standard 

template to ensure providing 
appropriate assurance. 

CoSec Q4 

    
Agenda and 
time 
management 

Review agenda structure and 
time allocation, including 
longer or differently 
structured sessions for 
annual accounts 

Chair / CoSec Q2 

    
Review of 
effectiveness 

Undertake a light-touch 
review of joint meeting 
effectiveness 
 

Chair / CoSec Q4 
(2026/27) 
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