APPENDIX A: Berneslai Homes Annual Business Action Plan

Overview

Berneslai Homes is a local housing company that was established in December 2002 with
Construction Services joining from 2005. 100% owned by Barnsley Council, it is
delegated to provide services to council housing across the borough.

Barnsley Council (BMBC)

Barnsley Council operate a client function between BMBC and Berneslai Homes. They also
ensure that Berneslai Homes strategic priorities are aligned with those of the council. The
council monitor the performance of the organisation through an agreed Assurance Framework
and a set of review meetings. BMBC continue to provide some of the landlord services such as
setting the lettings policy for council housing, regeneration, right to buy, and homelessness.
BMBC also provide several support services through service level agreements to Berneslai
Homes, including grounds maintenance, call centre services, IT services, financial services,
fleet, and high-level antisocial behaviour cases.

Berneslai Homes

We're delegated to carry out the day-to-day running of the council housing service:
e We manage the waiting list for the council and let vacant homes.
e We collect rent.
e We repair, maintain, and improve homes and estates.
» We support people facing financial difficulty.
e We keep our estates clean and tidy and deal with issues of lower level anti-social behaviour.
» We support people to manage their tenancy.
* We engage with and listen to customers and communities.
e We work with our shareholder Barnsley Council to build and acquire new homes.
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Board and Committee structure
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Richard Fryer
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Executive Management Team (EMT) and Senior Management Team (SMT)
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Chief Executive
Steve Feast

Executive Director of Resources
Rachel Taylor
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Head of Finance  Head of Governance,  Head of People
and Performance Strategy, and IT and Culture
TBC Sam Roebuck Carla Wragg
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Executive Director of Customer Executive Director of
and Estate Services Property Services
Dave Fullen Russell Thompson (Interim)
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Head of Customer Head of Housing Head of Repairs, Head of Asset Head of

Services Management Maintenance, and Management Operations (PSRT)
Sarah Barnes Sean Ellam* Building Safety Jarrod Waistnidge John Lees
Livia Williams (Interim)

*From May 2026
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Barnsley Homes key priorities and focus 2026-27

BH lead and
additional resources

Barnsley 2030 Action Strategic

. . . Key milestones Date
objective Plan priority

|dentified Data Champions taking action to correct
inaccurate data and amend processes to ensure 30/06/26

data input is accurate
To continue the

improvement in our

Health work on data with our Listening i Using data to move to more predictive

y Data Ch . di performance, budget and programmed 31/03/27 Head of Strategy,

qunSIe . ata e, ) responding to requirements by increased analysis of the accurate Governance, and IT
y increase data analysis customers data

and further develop

our approach to Al Using sector best practice and analysis of BH's

early experiences with Al further develop the BH

Corporate approach to effectively harness the =HURE

power of Al

Project Plan and implementation phase on agreed

areas to be developed from the minimum viable 31/03/27
Work with BMBC on proslut fior CRR Head of Strategy,
key initiatives including [REEAlatelClale Governance, and IT,
Dynamics CRM work, Elelale[[ate kil Eforms moved to a more effective solution 31/03/27 BMBC IT and possible
Data Lake, Knowing customers external consultant
our Customers Chatbot created on BH website 31/1 2/27 support

Data Lake scoping work completed and decision 30/09/26

made with BMBC with regards to BH and priorities
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Barnsoley .2030 Action Stratc?gloc
objective Plan priority

Listening and
responding to
customers

Embedding and

evaluating the Keeping tenants

safe

Growing

governance and

; ; Increasing efficiency
Bq rnSIey rBeLa/t;\r;lthclzp;:rit:\;eeen and effectiveness

Savills’ review Improving
opportunities for

employment and
training

To continue hearing
and responding to a
wider tenant voice
through engagement

Healthy  .waision responding to
qunsley implementing the customers

outcomes of the TPAS
review and improving

Listening and

communications with
tenants.

Key milestones

New governance structure in place

Regular review of format and attendance of
meetings through first & months

Evaluate success and make any recommendation
for further improvements

Review new engagement structure to ensure
reflective of the tenant profile

Enhance range of transactional surveys
Introduce Voicescape Engage

Co-produce Neighbourhood Plans with tenants
and local councillors (May 2026)

Reintroduce Berneslai Beacon (1 edition a year)
Increase insight (Knowing our Customers project)
Maximise opportunities for Board to hear

‘unfiltered voice of tenants’ (Quarterly updates to
Customer Services Committee)

BH lead and

Date ..
additional resources

01/04/26

31/10/26 CEO and Chair of the
Board

31/03/27

Head of Customer
Ongoing Services/ Head of Estate
26/27 Services/ Voicescape
Engage
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Barnsoley .2030 Action Strate.glf:
objective Plan priority

Maximise rental
income through rent

Listening and

Growing

and service charge

BarnSIGy collection and

reducing void rent

responding to
customers

loss.

Healthy
Barnsley

Phase 2 Awaab’s Law

. Keeping tenants
readiness and —

safe
delivery.

Sustainable

Barnsley

Key milestones

Assess impact and outcomes of Voicescape
including the introduction of Agreements Module
(October 2027).

Maintain void levels at no more than 151
throughout the year to minimise void rent loss-
Review and reset in year targets

Working with BMBC undertake Service Charge
Review including, subject to legal opinion, review
of Tenancy Agreement.

Prepare for Rent Convergence (subject to national
and local policy decisions). (31 March 2027)

Q1 - Gap analysis of current hazard coverage,
systems, procedures and training

Q2 - Q3 - Update policies, revise procedures,
initiate training for new hazard categories,
commence systems integration/automation
for triage and tracking.

Go Live October

BH lead and

Date ..
additional resources

Head of Estate Service,
Head of Repairs,
Maintenance, and Building
Safety, BMBC Finance,
Legal, possible external
consultant support for
By service charges

31/03/27

Tenancy Agreement review.
Project management resource

Resources for Service Charge
and Tenancy Agreement review

Head of Repairs,

30/10/26 Maintenance, and
Building Safety
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