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Resident Feedback 
 

TAP 
Recommendation  

Board  
Response 

Lead  Target 
Completion 

Actions Required RAG Progress Update  If Action Complete - 
Demonstrate Outcomes  
(Evidence)  

Tenants Online 
Can’t see repairs logged 
Language is not user 
friendly 
 
Repairs categories need 
to be updated – can’t log 
lift 
 
Add a text box so 
resident can give specific 
information on what has 
gone wrong 
 

1 Review 
language to 
make more user 
friendly 
 

Supported.    
 

Paula Strachan, 
Communication 
& Resident 
Engagement 
Manager 

01/11/2025  Need to review language 
on Tenants Online and 
integrate Tenants Online 
better with the main BH 
website. 
 
Need to update intro 
screen to repairs – very 
out of date language. 
 

 August 2025 
View only access to Tenants 
Online was given to Paula 
Strachan to ascertain the changes 
needed. 
 
October 2025 
Kate Sanchez, Business 
Transformation Consultant has 
added requirements to the 
functional design document to 
address system changes.  
 

Evidence is below – see 
here 

2 Review and 
update repairs 
categories 
 

Supported and we 
will also explore an 
‘other’ category to 
make sure all types 
of repairs can be 
reported.  Need to 
identify required 
system changes and 
coding implications. 
 

Mark Carney, 
Consultant 
Systems 
Director 

30/09/2025 Add repairs timescales for 
each fault. 
 
Add communal repair 
categories to Tenants 
Online 
 
Cannot add “other” to the 
repair reporting page.   
 
Need signposting back to 
“My Enquiries” with a new 
category of “Repairs not 
listed” 
 
 
 

 August 2025 
Add a tick box stating Communal 
Repair when a resident adds a 
repair on Tenants Online.  
Need further clarity on the 
‘Repairs not Listed’ requirement  
Update the repairs page so a 
tenant can see the response time 
when they are recording a repair. 
This can be done in September. 
 
October 2025 
The functional design document 
to address system changes is 
being analysed for coding 
updates. 

Evidence is below – see 
here 

3 Add a text box 
under repair for 
further info to be 
added when 
logging the 
repair 
 
 

Supported  Mark Carney, 
Consultant 
Systems 
Director 

30/09/2025 The “description” box is 
already there.  We will add 
further text so tenants 
know that they can add 
further information about 
the repair they have 
requested. 
 

 August 2025 
Add further text so tenants know 
that they can add further 
information about the repair they 
have requested. 
 
October 2025 
The functional design document 
to address system changes is 
being analysed for coding 
updates. 
 

Evidence is below – see 
here 

Job no/ref when repair is 
logged 
 
Weekly updates when 
repairs are logged 
Needs information linking 
back to BHA website 
 

4 Job number/ref 
when repair is 
logged so that a 
resident can see 
progress 
 

Supported in 
principle.   
Need to understand 
required system 
changes and the 
coding implications. 
Also provide better 
visibility of repairs 

Mark Carney, 
Consultant 
Systems 
Director 

30/09/2025 Two emails are currently 
sent to residents – once 
they have logged the 
repair and when an 
appointment is scheduled. 
 

 October 2025 
The functional design document 
to address system changes is 
being analysed for coding 
updates. 
 

Evidence is below – see 
here 
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Resident Feedback 
 

TAP 
Recommendation  

Board  
Response 

Lead  Target 
Completion 

Actions Required RAG Progress Update  If Action Complete - 
Demonstrate Outcomes  
(Evidence)  

FAQs and timescales 
to help manage 
expectations. 
 

We will add the Job Sheet 
Number to the Repair 
Details in Tenants Online 
Will embed a link on 
Tenants Online repairs 
pages to the FAQ on the 
website. 

5 Links to BHA 
website to find 
info faster 
 

Supported. Paula Strachan, 
Communication 
& Resident 
Engagement 
Manager and 
Mark Carney, 
Consultant 
Systems 
Director 

1/11/2025 Add links to relevant 
pages on tenants online to 
appropriate pages on the 
website. 

 August 2025 
We need further guidance from 
Paula on what links are required 
and where she would like them. 
 
October 2025 
Part of the functional design 
document. There will be links on 
many of the pages to Broadland’s 
website for further information. 
 

Evidence is below – see 
here 

Text Messages 
 
Conflicting dates sent  

 
Operatives need to text 
to say they are on their 
way 
 
Add a telephone number 
to call to get more 
information 
 

6 Review text to 
ensure that they 
are working 
correctly 
 

Supported. 
 

Sonia Wyatt, 
Assistant 
Facilities 
Director 

30/09/2025 A review will be 
undertaken before the 
next Board meeting to 
identify any bugs or 
required changes. 
 
The challenge is that texts 
will only send if operatives 
are within a signal area, 
The actual text is sent by 
the gateway when the 
operative tells the system 
that they are on their way. 
 

 August 2025 
Text messages are being sent out 
via the gateway, and these 
include confirmation of repairs 
bookings, heating services, 
rescheduled bookings, and ‘We’re 
on our way! Messages. 
These will continue to be reviewed 
over the next month. 
 
September 2025 
Text messages continue to be 
sent out as expected.  The system 
is working as expected, however, 
we will remind staff to ensure they 
are using the app currently to 
ensure text messages are sent.  
This is network dependant. 
 
October 2025 
Text messages are continuing to 
be set out automatically via 
BBS/Text Local; however, we are 
currently transitioning to Text 
Local’s new web version which 
unfortunately means that we are 
unable to run detailed reports at 
present. 
However, we do know 3631 
messages were sent from BBS 
during September 2025. 
 

Evidence is below – see 
here 



3 | P a g e  
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TAP 
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Actions Required RAG Progress Update  If Action Complete - 
Demonstrate Outcomes  
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7 Ensure Ops are 
using text to let 
residents know 
when they are 
on their way to 
do their repair 
 

Supported.  All 
operatives will be 
reminded to do this. 

Dale Wordley, 
Assistant 
Maintenance 
Director  

30 
September 
2025 

Operatives will be 
reminded to tell the 
system that they have (1) 
Completed the preceding 
job and (2) started the 
next one at the point that 
they leave the preceding 
property not when they 
arrive at the next job. 
 
The challenge is that texts 
will only send if operatives 
are within a signal area, 
The actual text is sent by 
the gateway when the 
operative tells the system 
that they are on their way. 
 

 October 2025 
LDMMs are calling tenants to 
carry out a post-inspection call. In 
that call, they ask these questions, 
and most tenants state they 
receive the calls and texts. 

Evidence is below – see 
here 

8 Add a Tel no 
residents can 
call if they need 
more info or help 

The customer 
services number is 
already on the texts.  
We will review to 
make sure that it is 
more obvious on 
texts and other 
communications. 
 

Paula Strachan, 
Communications 
& Resident 
Engagement 
Manager and 
Mark Carney, 
Consultant 
Systems 
Director 
 

30/10/25 The telephone number is 
listed.  We will review to 
see how we can make it 
more obvious. 

 September 2025 
This is already in place. But it will 
have bold added to make it more 
visible. 

Evidence is below – see 
here 

Communication 
Out of hours service 
needs to have clear info 
on what they cover 

 
Use vulnerable data at 
first point of contact 
 
More in person contact 
 
Updates for residents 
when staff leave/join 
 

9 Clearly publish 
and promote 
what residents 
can expect when 
calling out of 
hours service 
 

Supported.   Paula Strachan 
Communications 
& Resident 
Engagement 
Manager and 
Simon Carr, 
Customer 
Services 
Manager  
 

30/11/25 Review webpages to 
ensure that information is 
up to date. 
 
Promote on social media. 
 
Article in next edition of 
Door to Door (Nov). 

 September 2025 
Will be put in November issue of 
Door to Door.  
 
October 2025 
The website has been updated so 
that Out of Hours is clearly. A link 
has also been added to direct 
residents to how we prioritise 
repairs. 
 
December 2025 
The article has been put into 
November door to door.  
 

Evidence is below for 
website – see here  
 
 

10 Ensure that Out 
and & 
About/events 
are scheduled 
across patches 
consistently 
 

Partly supported.  
Out and about  

Paula Strachan, 
Communications 
& Resident 
Engagement 
Manager 

 We will continue to 
schedule Out and About 
visits to low satisfaction 
schemes and will also try 
to spread visits across the 
patches.  
 

 August 2025 
Each patch is scheduled to have 1 
visit per month. 
Events happen across each 
patch. 

Evidence is below – see 
here  
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Other events at existing 
schemes will be spread 
across patches. 

11 Email/text 
residents when 
there is a 
change in 
neighbourhood 
officer 

Supported.    Paula Strachan, 
Communication 
& Resident 
Engagement 
Manager 

Ongoing We do this currently but do 
comply with individual 
tenants’ communication 
preferences.  
 

 August 25 
This already happens 

Evidence is below – see 
here 

Customer Services 
Reduce wait times so that 
they are no longer than 
5mins. 
 

12 Reduce call 
waiting times to 
CS team to 
under 5mins 
 

Our current target is 
3 minutes.  In May 
our average 
performance was 
less than 2 minutes 
on average.   

Iain Grieve, 
Executive 
Resources 
Director  

Ongoing  We need to clarify our 
performance.  The 
average time on hold is 
currently less than 5 
minutes.   
 
We cannot staff the team 
to ensure that either 3 or 5 
minutes is the maximum 
wait, as that would require 
more staff than our 
financial resources allow.  
We are hopeful that with 
good management we can 
achieve 5 minutes as the 
normal maximum except 
when there are 
disproportionately high 
numbers of calls. 
 

 August 25 
Over the last few months our 
average call wait time has been 
below 3 mins, which is a positive 
step forward. 
 
Given the resource availability in 
the team, we cannot provide 
assurance that every call will be 
answered within 5 minutes 
although we a focused on trying to 
make this the case.  
 
 

Evidence is below – see 
here 

Use vulnerable data at 
first point of contact 
 
 
 
 
 

13 Ensure that 
vulnerable data 
is taken into 
account when 
dealing with any 
enquiry 
 

Vulnerability 
information is 
currently available to 
customer services 
when answering 
phone calls.   

Steph Davis, 
Assistant 
Housing Director 

30/09/25 
 
 
 
 
 
 

We will remind staff of the 
importance of using 
vulnerability information to 
help them manage the 
interactions. 
 
 
 

 September 2025  
Sessions completed on 26 and 30 
September with Customer 
Services Team.  
 
Will continue to monitor 6 monthly 
using tenant feedback, complaints 
and monitoring of Reasonable 
Adjustments logged. 
 

Evidence is below – see 
here 
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Board  
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Completion 

Actions Required RAG Progress Update  If Action Complete - 
Demonstrate Outcomes  
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Have a priority system for 
vulnerable residents 
 

13a  Priority system 
supported in 
principle.  We need 
to understand how 
this could work and 
what changes to 
systems would be 
required. 
 

Steph Davis, 
Assistant 
Housing Director 

 
31/03/27 

The new Customer 
Module which is due for 
roll out in Autumn 2026 
will include better 
vulnerability information 
and improve the 
awareness for staff.  
These changes cannot be 
fast tracked as they are 
part of bigger IT project. 
 
 
 

 October 2025 
This will be looked at when we 
start mapping out the design of 
the module.   
 
December 2025 
Training has been completed with 
Customer Services and the 
Scheduling Team as 
recommended from the 
workshops.  Reasonable 
Adjustments has already been 
identified as a future workshop 
subject and we will use this 
feedback to help design the new 
part of our computer system which 
is planned to be delivered over 
the next 2 years.  
 

Evidence is below – see 
here 

Better use of call back 
system 

14 Promote call 
back system to 
Residents 

Supported.  The call 
back system works 
well but needs better 
promotion to 
residents. 

Paula Strachan, 
Communication 
& Resident 
Engagement 
Manager 
 

Ongoing The system includes a 
recorded message inviting 
callers to use call back 
rather than waiting.  

 August 25 
Plans have already been put in 
place, and a 4/6 weekly reminders 
will be sent out via social media 
and articles in July edition of door 
to door. 
 

Evidence is below – see 
here 

 
 
EVIDENCE:  
 
 
See next page...  
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Action 1 - Review language to make more user friendly 
 

 
 

Action 2 - Review and update repairs categories 
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Action 3 - Add a text box under repair for further info to be added when logging the repair 
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Action 4 - Job number/ref when repair is logged so that a resident can see progress 
 

 
 
 

Action 5 - Links to BHA website to find info faster 
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Action 6 – Review text to ensure that they are working correctly 
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Action 7 - Ensure Ops are using text to let residents know when they are on their way to do their repair 
 

 
 
 

 
Action 8 – Add a Tel no residents can call if they need more info or help 
 

The customer services number at the end of the message is going to be made bold. 
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Action 9 - Clearly publish and promote what residents can expect when calling out of hours service 
 

 
 

 
 
 
 
 
 
 
 

 
 
 

 
 

Action 10 - Ensure that out and & about/events are scheduled across patches consistently 
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Action 11 - Email/text residents when there is a change in neighbourhood officer 
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Action 12 - Reduce call waiting times to CS team to under 5mins 
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Action 13 and 13a - Ensure that vulnerable data is taken into account when dealing with any enquiry  
 

Training scheduled and carried out  
 

 
 
 
 
 

 
13a  
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Action 14 - Promote call back system to Residents 
 

  

 


