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Q1 Overview - TSM PIs
GREAT PLACE

Annual Indicator

Tenant Satisfaction 
with Repairs

Annual Indicator

Time Taken Recent 
Repair

Annual Indicator

Satisfaction Home 
is Safe

Gas Safety Checks

Annual Indicator

Well Maintained 
Home

DHS Compliance Fire Safety Checks Asbestos Safety 
Checks

Emergency Repairs Non-Emergency 
Repairs

Water Safety 
Checks

Lift Safety Checks

Annual Indicator

Positive 
Contribution to 

Neighbourhoods

Annual Indicator

Satisfaction with 
Communal Areas

Annual Indicator

Satisfaction with 
Handling ASB

ASB Cases

ASB Cases Hate 
Incidents

GREAT PEOPLE
Annual Indicator

Tenant Satisfaction

Annual Indicator

Listening to 
Tenants

Annual Indicator

Keeping Tenants 
Informed

Annual Indicator

Treating Tenants 
Fairly

Annual Indicator

Handling 
Complaint

Stage One 
Complaints

Stage Two 
Complaints

Stage One 
Response Time

Stage Two 
Response Time

HEADLINESS
We complied with 100% of our 
fire, asbestos and gas safety 
checks.



GREAT PLACE

GREAT PLACE
Annual Indicator

Tenant Satisfaction 
with Repairs

Annual Indicator

Time Taken Recent 
Repair

Annual Indicator

Well Maintained 
Home

DHS Compliance

Emergency Repairs Non-Emergency 
Repairs

Annual Indicator

Positive 
Contribution to 

Neighbourhoods

Annual Indicator

Satisfaction with 
Communal Areas

YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

BENCH
MARK**

83.10% Annual 83.10% 83%
TP02: Tenant Satisfaction with Repairs
Tenant Satisfaction with repairs

New Annual 80.40% 77%
TP03: Time Taken Recent Repair
Satisfaction with time taken to complete 
most recent repair

New Annual 82% 77%
TP04: Well Maintained Home
Satisfaction that the home is well maintained

0.33% 0.33% 0% 0%
RP01: DHS Compliance
Homes that do not meet the Decent Homes 
Standard

100% 99.95% 99.50%
RP02 2: Emergency Repairs
Repairs completed within target timescale

New 96.74% 99.50%
RP02 1: Non-Emergency Repairs
Repairs completed within target timescale

New Annual 62% 78%
TP11: Positive Contribution
Satisfaction that the landlord makes a 
positive contribution to neighbourhoods

New Annual 66% 74%
TP10: Satisfaction with Communal Areas
Satisfaction that the landlord keeps 
communal areas clean and well maintained

*Year end performance was assessed based on
whether a target was achieved (denoted by green
formatting) or missed (denoted by red formatting)
**Benchmark is based on sector wide upper
quartile



GREAT PLACE

GREAT PLACE
Annual Indicator

Satisfaction Home 
is Safe

Gas Safety Checks

Fire Safety Checks Asbestos Safety 
Checks

Water Safety 
Checks

Lift Safety Checks

Annual Indicator

Satisfaction with 
Handling ASB

ASB Cases

ASB Cases Hate 
Incidents

YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

BENCH
MARK**

83% Annual 83% 87%
TP05: Home is Safe
Satisfaction that the home is safe

100% 100% 100%
BS01: Gas
Gas safety checks

100% 100% 100%
BS02: Fire
Fire safety checks

100% 100% 100%
BS03: Asbestos
Asbestos safety checks

99.29% 99.64% 100%
BS04: Water
Water safety checks

100% 64.92% 100%
BS05: Lift
Lift safety checks

60% Annual 60% 66%
TP12: Satisfaction Handling ASB
Satisfaction  with the landlords approach to 
handling anti-social behaviour

39.54 10.45
In line with 

peer 
group 
median

NM01 1: ASB Cases
Anti-social behaviour cases

0.44 0.22
In line with 

peer 
group 
median

NM01 2: ASB Cases Hate Incidents
Anti-social behaviour cases that involve hate 
incidents



GREAT PEOPLE

GREAT PEOPLE
Annual Indicator

Tenant Satisfaction

Annual Indicator

Listening to 
Tenants

Annual Indicator

Keeping Tenants 
Informed

Annual Indicator

Treating Tenants 
Fairly

Annual Indicator

Handling 
Complaint

Stage One 
Complaints

Stage Two 
Complaints

Stage One 
Response Time

Stage Two 
Response Time

YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

BENCH
MARK**

84.20% Annual 84% 84%
TP01: Tenant Satisfaction
Overall satisfaction

68.10% Annual 68% 71%
TP06: Listening to Tenants
Landlord listens to tenants views and acts 
upon them

70.6% Annual 71% 82%
TP07: Keeping Tenants Informed
Landlord keeps tenants informed about 
things that matter to them

85.3% Annual 85% 84%
TP08: Treating Tenants Fairly
Landlord treats tenants fairly and with 
respect

63.7% Annual 62% 58%
TP09: Satisfaction Handling Complaints
Satisfaction with the landlords approach to 
handling complaints

New 16.63
In line with 

peer 
group 
median

CH01 1: Stage One Complaints
Stage one complaints relative to the size of 
the landlord

New 3.5
In line with 

peer 
group 
median

CH01 2: Stage Two Complaints
Stage two complaints relative to the size of 
the landlord

New 90%
CH02 1: Stage One Response Time
Stage one complaints response time

New 100% 90%
CH02 2: Stage Two Response Time
Stage two complaints response time



Q1 Overview - Council PIs
GREAT PEOPLE

Proportion of Apprentices

GREAT PLACE

EPC C or Above

GREAT COMPANY

Void Rent Loss Rent Collection

Barnsley Pound

Annual indicator

Management Fee 
Efficiency Target

Annual Indicator

TSM Targets

HEADLINES
94.87% of rent was collected against a target of 
97%. 



YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

34.76% 36.28% 40%
EPC Ratings (BH5)
Percentage of Properties with an EPC C or above.

GREAT PLACE

GREAT PLACE

EPC C or Above

*Year end performance is assessed based on
whether a target was achieved (denoted by
green formatting) or missed (denoted by red
formatting)



GREAT PEOPLE

GREAT PEOPLE

Proportion of Apprentices

*Year end performance is assessed based on
whether a target was achieved (denoted by
green formatting) or missed (denoted by red
formatting)

YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

2.93% 3%
Apprentices (BH3)
Proportion of apprentices in workforce



GREAT COMPANY

GREAT COMPANY

Void Rent Loss Rent Collection

Barnsley Pound

Annual Indicator

Management Fee 
Efficiency Target

Annual Indicator

TSM Targets

*Year end performance is assessed based on
whether a target was achieved (denoted by
green formatting) or missed (denoted by red
formatting)

YEAR 
END 

22/23*
Q1 Q2 Q3 Q4

YEAR 
END 
23/24

TARGET 
23/24

0.76% 1.31% 1.05%
Void Rent Loss (BH1)
Income lost due to void properties

96.06% 94.87% 97%
Rent collection (BH2)
Rent collected as a proportion of rents owed on 
Housing Revenue Account dwellings.

66.21% 65.00% 75%
Local Spend (BH4)
Spend funds locally supporting the Barnsley 
economy.

Achieved Annual 1%
Management Fee (BH6)
Management Fee Efficiency target as part of 
annual Value For Money report.

New Annual 100%
TSM Targets (BH7)
Meet all TSM satisfaction targets



Barnsley 2030 objective Priority Strategic Ambition Key Milestones Date BH Lead and 
additional 
resources

Q1 Update

Ensure we have resources to 
deliver our strategic plan and 
provide value for money

1) Implement restructure across organisation.
2) Review of Admin teams, PMO’s and IT.
3) Review success of restructure.

1) April 2023
2) July 2023
3) March 2024

Executive 
Management Team.

30/6 company restructure in place - complete 

30/6 Admin and PMO review complete. IT review to be 
undertaken by end of December 23

Cost of living- minimising 
hardships for staff and tenants

Hearing Tenants 1) Deliver BH Hardship Fund and evaluate 
impact.

1) Dec-23 Executive 
Management Team.

30/6 23/24 fund in place (£500k). Cost of Living Champion role 
out to advert closing 9/6/23. Monitoring and evaluation 
underway. 

Growing 
Barnsley

Maximising Income. Growth 1) Working in partnership with BMBC looking 
at Service Charges 
2) De-pooling of rents 
3) Maximising income for Construction

Throughout 
2023/24

Executive 
Management Team.

30/6 Service Charge Review led by Council. Scope agreed. 
HQN appointed and review commenced.

Customers voices are heard in 
our Governance arrangements.

Hearing Tenants 1) Develop overall approach for Board to hear 
the tenants voice – using best practice.
2) Ensure Board have ownership of the trends 
from complaints and learn from customer 
journey mapping.
3) Board use opportunities to meet and 
discuss services with tenants.
4) Board set the culture and develop culture 
changes for all staff.

1) October 2023
2) April 2023
3) October 2023
4) October 2023

Executive Director 
Corporate Services.

Board Champion 

30/6 Work has commenced in this area including Away day 
arranged to discuss Sept 23 with TPAS, voids and estate tour for 
Board members, tenants voice included in all Board and 
Committee reports.  

30/6 Complaints deep dive and journey mapping taken place at 
CS Committee and regular reports and discussions held at every 
committee– complete. 

30/6 New Board member newsletter identifying opportunities 
for Board to meet with staff and residents. 

30/6 Away day September 23  
Modernization of Services. Technology and 

Innovation
1) Deliver Repairs IT project including 
Dynamic Resource scheduling.

Phase 1 April 
2023

Phase 2 July/
August 2023

Executive Director of 
Corporate Services 
and One Consulting.

30/6 Delay agreed to early 2024 regular updates provided to 
BMBC and BH Board, as project progresses. 

Respond to new consumer 
regulatory standards and 
framework

Hearing Tenants 1) To be determined following issuing of new 
standards by the Regulator of Social Housing.
2) Ensure we can report on the new standards 
to BMBC to enable them to fulfil their landlord 
responsibilities.

1) Phase 1 April 
2023
Phase 2 April 
2023
2) April 2023

Executive Director 
Customer and Estate 
Services.

17/7 - New standards not released yet. 

17/7 - HQN self assessment tool to be used and completed by 
30/9/23

17/7 to complete self assessment by 30/9/23
Embrace and embed the new 
professionalism standards for 
all Social Housing providers.

Employment and 
Training/ Hearing 
Tenants

1) Assess standards once published (core 
competencies v new standards).
2) Update employee specifications and PDR 
form in line with standards.
3) Identify and implement any training 
requirements including develop a 
management development program.
4) Undertake pilot Professional Passport in 

 

1-3) December 
2023 (pending 
publication of 
professionalism 
standards)

4) June 2023

Executive Director of 
Corporate Services.

30/6 Professional Passport in Neighbourhood Team 
commencing June 2023 (Kingdom Academy)

Healthy 
Barnsley

Healthy 
Barnsley

Corporate Priorities



Barnsley 2030 objective Priority Strategic Ambition Key Milestones Date BH Lead and 
additional 
resources

Q1 Update

Learning 
Barnsley

Increase skills for the future and 
to ensure we achieve the 
ambitions in our Strategic Plan.

Employment and 
Training

1) Develop our graduate and apprentice 
opportunities.
2) Creative approach to opportunities and use 
vacancies to reassess options.
3) Obtain funding to support employment and 
training

1) Mar 2024
2)  Throughout 
23/24
3) Dec 2023

Executive Director of 
Corporate Services.

30/6 ESF – Council programme linked into

Improve Customer Satisfaction. Hearing Tenants 1) Learn from new call handling in-time 
feedback.
2) Implement new Housing Management 
Service Model and improvement plan with 
focus on professionalisation agenda

1) Sept 2023
2) April 2023

Executive Director 
Customer and Estate 
Services.

30/6 New ‘Neighbourhoods’ structure implemented 1st April 
2023
30/6 Modernisation plan underway and on track. Professional 
Passport to be undertaken by all Neighbourhoods Staff 23/24

Increase and broaden customer 
engagement and feedback

Hearing Tenants 1) Develop Customer Portal.
2) Establish tenant Estate Champions as ‘eyes 
and ears’ in community.
3) Establish targeted local engagement plans.

1) 2023/24
2) June 2023
3) Dec 2023

Executive Director 
Customer and Estate 
Services.

17/7 Commenced 

Growing 
Barnsley

Implement and embed new 
lettings Policy.

Growth 1) Implement New Lettings Policy.
2) Establish 1st Annual Lettings Plan.
3)  Undertake VFM review of
BH approach to use of hotels as Temporary 
Accommodation.
4) Front-door market-place approach to new 
L i  P li

1) April 2023
2) April 2023
3) 
May 2023
4) 
August 2023

Executive Director 
Customer and Estate 
Services.

17/7 - Agreed go live date of Dec 23.   Review underway 

Learning 
Barnsley

200 tenants per annum 
supported to get ready for 
work.

Employment & 
Training

1) Delivery of ESF funded ‘Achieve’ targets 
and generating additional profit.

1) April to 
December 2023

Executive Director 
Customer and Estate 
Services.

30/6 Achieve delivery on target and achieving excellent 
outcomes. Due to end delivery December 2023 upon cessation 
of ESF funding.

Healthy 
Barnsley

Meeting Building safety 
requirement and keeping safety 
as our number one priority.

Keeping Tenants Safe 1) C365 software to be in place.
2) Comply with the Building Safety Act on the 
production and compilation of Safety cases.
3) Comply with new Fire Safety Act and ensure 
actions from this are implemented during 
23/24 to ensure compliance.

1) December 
2023
2) Throughout 
2023/24
3) March 2024

Executive Director 
Property Services.

30/6 Successful testing ongoing.

30/6 Safety cases and action plan ready August 2023.
30/6 Buildings to be registered September 2023

30/6 Completed

Growing 
Barnsley

Meeting future requirements of 
social housing in Barnsley and 
exploring opportunities 
externally.

Growth 1) Work with the council on the future of 
council housing - new build and acquisition 
during 2023/24.

1) During 
2023/24

Executive Director 
Property Services.

AG liaising with NC to see how we can build new homes.

Healthy 
Barnsley

Data Quality - ensuring we have 
up to date and accurate data 
including our stock conditions,
health and safety including 
damp and mould and tenants 
vulnerability.

Keeping Tenants Safe 1) Review of current data held.
2) Action Plan to collect data, to ensure 
accurate and up to date.
3) Collecting appropriate data to increase the 
accuracy of data held.
4) Arrangements in place to ensure this 

ti  t  b  t  d  t  d t

1) April 2023
2) May 2023
3) Throughout 
2023

Executive 
Management Team 
Lead

30/6 Complete
30/6 Knowing our customers project underway

Healthy 
Barnsley



Barnsley 2030 objective Priority Strategic Ambition Key Milestones Date BH Lead and 
additional 
resources

Q1 Update

Installation of renewable 
technology, carbon reduction 
initiatives across the stock and 
business.

Zero carbon 1) Deliver 1000 solar PV working with BMBC 
and Energise Barnsley.
2) Use SHDF for fabric first improvements
3) Develop plan for EPC C by 2030.
4) Reskill sessions for existing staff for retrofit 
opportunities.

1) January 2024
2) March 2024
3) March 2024
4) March 2024

Executive Director 
Property Services.

30/6 Ongoing consultation between BH/BMBC/EB Ltd. 
Indicative project start date Sept 2023

30/6 SHDF Wave 1 (approx. 90 properties) and 2.1 (approx. 150 
properties ) to delivering fabric first “retrofit” improvements

30/6 EPC C retrofit kickstart BH/BMBC cabinet report 
developed to agree approach – project pilot via PRIP in year 1

30/6 Upskilling of team. Retrofit awareness, adviser and assessor 
training/qualifications currently being undertaken     

Supporting Barnsley and the 
wider economy and supporting 
the move to zero carbon.

Zero carbon 1) Develop Fleet vehicle EV Plan.
2) Construction Services successfully 
accredited to PAS 2030.

1) April 2024
2) July 2023

1) Depot and 
transport Manager
2)  CS Head of 
Operations

30/6 Reviewing our plans around new BMBC active travel 
strategy and charging infrastructure, as well as zero emissions 
vehicles. This will also include suitability of depot charging 
facilities.

30/6 Update accreditation application submitted Pilot schemes 
in progress to contribute to learning and development of being 
accredited to PAS2030

Healthy 
Barnsley

Modernisation of Construction 
Services.

Technology and 
Innovation

1) Embedding of Dynamic Resource 
Scheduling system to improve efficiencies 
within Construction Services.
2) New Business Plan for Construction Services 
to ensure continuous improvement and the 
development of proposals from this.

1) January 2024 
– June 2024
2) Plan by April 
2023 – 
development 
throughout 
2023/24

1) Managing Director 
Construction 
Services.
2) Managing Director 
Construction 
Services and External 
specialist input into 
plan.

30/6Date changed due to Go live date delayed and reflects 6 
month embedding process as per original business case.

30/6 At board for approval Sept 23. Following approval this 
document will hold all of CS and its corporate strategic priorities 

Growing 
Barnsley

Growth of Construction 
Services.

Growth 1) Construction Services to provide 
maintenance of PV systems on behalf of 
Energise Barnsley.
2) Develop and upskill CS to be able to deliver 
plans around EPC C 

1) March 2024
2) March 2024

1) Head of 
Operations
2) Head of 
Operations

30/6 Contract in place and works started, looking at other works 
through Energise Barnsley

30/6 CS HOS working with all stakeholders to ensure CS are 
able to deliver works

Healthy 
Barnsley

Supporting Barnsley voluntary 
organisations.

Hearing customers 1) Achieving the Social Value targets in PRIP 
to spend locally and provide training
and employment opportunities

1) Throughout 
2023/24

Managing Director 
Construction 
Services.

30/6 Monitored throughout the year on a quarterly basis and at 
year end full report to PRIP core group

Sustainable 
Barnsley



Barnsley 2030 objective Priority Strategic Ambition Key Milestones Date BH Lead and 
additional 
resources

Q1 Update

Healthy 
Barnsley

Enforcing a proactive approach 
to damp and mould.

Keeping Tenants Safe 1) Policy Review – Write & Implement a new 
Policy.
2) Systems (NEC) – Implementation.
3)  Comms – New Website Launch / review 
letters & leaflets / Social Media Campaign.
4) Approach – Move from reactive to 
proactive.
5) Delivery – Utilise external specialists.
6) Training – Tenants / Front Line Staff / 
Specialist MSI.

1) April 2023
2) April 2023
3) March 2023
4) March 2023
5) April 2023
6) April 2023

Executive Director 
Property Services.

30/6Complete

30/6 Revised date of Jan 2024

30/6 Complete

30/6 Action plan being worked through with task group

30/6 Qest contract finalised. External consultants being utilised 
as required.

30/6 Ongoing via HQN
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