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welcome
to Grapevine

Hi, I’m Rosemary,
I’ve been living at 
Whitebeam Court 
in St George for the 
past five years. I 
can honestly say I 
really enjoy life here 
and Brunelcare has 
become my home.

I was born in Reading and 
moved around quite a bit 
growing up, living in Scotland 
and Surrey before coming to 
Bristol at the age of 13. When 
I turned 68, I felt it was time 
to move somewhere more 
secure. I had been praying 
about it, and I truly believe 
this home was provided for 
me by God - it’s safe, secure, 
and my flat is just lovely.

Caring has always been a big 
part of my life. I trained as a 
nursery nurse and worked 
with children in nurseries 
and schools for 18 years. After 
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that, I spent 10 years in adult 
social care with Bristol City 
Council, followed by 17 years 
in a community rehabilitation 
team until I retired. I’ve been 
caring for people my whole 
life, and that hasn’t stopped 
here.

I’ve been involved with 
the Residents First Group 
since it began, and I’m very 
passionate about making a 
difference. Over the years, I’ve 
contributed to projects like 
the Resident Handbook, I was 
on the interview panel for the 
Chair of Trustees, and helping 
review contracts for services 
such as window cleaning 
and gardening. I’ve always 
felt that if you want things 
to improve, you must get 
involved and be part of the 
change. It’s not always quick, 
but it is working, and it makes 
me feel more in control.

Outside of that, I like to keep 
busy. I spend time with my 
family, my siblings in Bath, 
Poole and Bournemouth 
and I help care for one of my 
sister’s partners. I also keep in 
touch with friends, my church 
community, and enjoy going 
to Zumba classes.

For me, living here has been 
a real blessing. It’s more 
than just a place to live, it’s a 
community where I feel safe, 
involved, and at home.

Enjoy this issue of 
Grapevine!
Rosemary, Resident at 
Whitebeam Court.
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H O U S I N G

New Interim CEO
update

We are excited for this next 
chapter and look forward to Sonia 

leading Brunelcare forward.

“I am delighted to  
take up the role of Interim  

Chief Executive for Brunelcare. 
The work that the organisation 
does really matters and it has 

earned Brunelcare a reputation 
for delivering great services,  

with integrity and compassion. 
I’ve thoroughly enjoyed my  

first few months and I’m  
looking forward to getting  

out and meeting more  
residents throughout the  

rest of the year.”

Sonia Furzland

We are very 
pleased to 
welcome Sonia 
Furzland as 
Brunelcare’s new 
Interim Chief 
Executive Officer. 
Sonia took up the 
role in May 2026, 
taking over from 
Oona Goldsworthy 
who retired in 
April after six 
years leading 
Brunelcare.

Sonia began her career in 
housing in 1985 and has 
considerable experience 
of working at a senior level 
across the housing sector  
and providing community-
based services.

Sonia’s most recent role  
was as the Interim Executive 
Director of Housing at Bristol 
City Council, and prior to  
that she was Executive 
Director of Operations at 
Newport City Homes.

As we welcome Sonia, 
everyone at Brunelcare 
wishes Oona all the very best 
for a happy and well-deserved 
retirement.  Her commitment 
to our residents, colleagues 
and wider communities has 
made a lasting impact, and 
we are incredibly grateful for 
everything she has achieved 
during her time with us.
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H O U S I N GH O U S I N G

At Brunelcare, five 
values guide how our 
colleagues work, support 
one another and serve 
our customers and 
communities. 

We have now developed a set 
of Behaviours linked to those 
Values – which give clear and 
specific examples that we 
should achieve. 

You can see our Values and 
Behaviours here. Please tell us if 
you see Brunelcare colleagues 
living these behaviours so we 
can celebrate them, or if you 
come across examples where 
they haven’t been achieved so 
that we can improve. 

"As one of Brunelcare’s Housing Team  

Managers, I want you to know that these  

values are at the heart of how we support  

you. They ensure that everything we do is 

focused on providing a high quality,  

respectful, and person-centred experience.

They help us build a community where  

everyone feels valued, treated fairly, and 

supported by a team that works together with 

honesty and integrity.

By living these values every day, we continue to 

improve what we do and remain committed to 

providing the best possible service for you.”

Natalie Trott 
Housing Team Manager (North)

“As an Energy Project Officer, I spend a lot of time helping and supporting residents with their energy needs, and the Values and Behaviours are always in mind when I’m carrying out my work.
By keeping to these Values, I ensure fairness, transparency and competency in providing a better service for 

everyone.” 

Chris Adams 
Energy Project Officer

Introducing Brunelcare's
VALUES AND BEHAVIOURS  

Value: We are 
caring and kind

·  ��I am kind and 
compassionate and care 
about the quality of the 
service provided

·  �I am led by the feelings, 
experiences and 
perspectives of those 
receiving our services

·  �I contribute positively to 
the quality of the services 
provided

Value: We are 
positive and 
passionate

·  ��I make every moment 
matter

·  ��I am committed to 
understanding the needs 
of others

·  ��I celebrate success and 
achievement

Value: We are diverse and 
one team

·  ��I recognise and actively celebrate 
differences

·  ��I challenge discrimination in all its forms
·  ��I am welcoming and respectful

Value: We act with honesty 
and integrity

·  ��I am respectful in all communications
·  ��I take personal responsibility for my 

own decisions, actions and behaviours
·  ��I am open and transparent about 

decisions and learn from mistakes; 
when I cannot do something, I explain 
the reasons why

Value: We go the extra mile

·  ��I seek opportunities to learn and grow 
for continuous improvement of services

·  ��I am always ready to proactively 
support others

·  ��I am willing to take on tasks to support 
Brunelcare
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H O U S I N G

Our colleague awards are a 
chance for us to celebrate the 
dedication, compassion, and 
teamwork happening across 
Brunelcare, and really champion 
colleagues who are living our 
values. 

This year’s event was held at 
Leigh Court in May. One of 
the standout moments of 
the day was the Repairs and 
Maintenance Team receiving the 
Best Team Impact Award. This 
recognised not only the quality 
of the repairs they complete, but 
also the relationships they build 
with residents every day.

Their award nomination 
highlighted the heartfelt 
compliments that the team 
received from residents 
throughout the year. The 
feedback highlighted the 
team’s speed, professionalism, 
friendliness, and willingness to 
go above and beyond.

One resident described them as 
“innovative, 110% efficient, tidy, 
quick and extremely pleasant 
to deal with,” while another 
referred to team member Mike 
Greaves as “Superman” and 
praised him as “good as gold.”

Another very special moment 
during the Awards was seeing 
Vicky Dibble, Team Leader at  
our ABC Centre extra care 
housing site, receive the 
prestigious Joy White Cup.  
The Cup is given to a colleague 
who has demonstrated true 
passion in providing loving care, 
and Vicky is truly deserving of 
this honour.

Colleague Awards

Vicky was praised for her 
unwavering support, kindness, 
and dedication to her team. Her 
nomination read:

“No job is too big.  
Victoria Dibble is 

an excellent Team 
Leader. She is very 

approachable and is 
very supportive to all the 
staff. Personally, she has 
helped me accomplish 
so much over the years, 
with work and with my 

mental health, and I 
can’t thank her enough 

for being so kind and 
empathetic.”

Brunelcare recently held our 
annual Colleague Awards, and 
there were some big winners 
from our housing teams!

Each year, a panel of Brunelcare 
customers and colleagues come 
together to pick the winners 
of our Awards. This year, Pat 
Barrett, a resident at Waverley 
Gardens and member of our 
Residents First Group, took part 
in the panel to help select the 
recipients. Pat’s involvement 
reflects the strong sense of 
community and collaboration 
that sits at the heart of 
Brunelcare.

Our Colleague Awards are 
a chance to celebrate the 
successes of colleagues across 
the organisation and highlight 
the difference they make to the 
people we support every day. 

VICKY DIBBLEJoy White Cup

MAINTENANCE TEAM

Best Team Impact

Congratulations once 
again to all nominees
and winners.
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Customer Satisfaction
Thank you to everyone 
who completed this 
year’s Customer 
Satisfaction Survey!  

We had an overall response 
rate of 45% across our sheltered 
housing and extra care housing 
rented residents which was 
491 survey responses.  We also 
received a 62.5% return from our 
shared ownership customers  
(15 responses).

The survey is a crucial way of 
receiving feedback from you 
on the services we deliver and 
more importantly, how we can 
improve them.

In the table to the right, you 
can see a summary of our 
performance against the 
Regulator of Social Housing’s 
Tenant Satisfaction Measures.  

Overall satisfaction 

My home is safe 

Overall satisfaction 
with repairs service

Time taken to 
complete last repair

My home is well 
maintained

Brunelcare treats 
me fairly and with 
respect

Brunelcare’s 
approach to 
complaints handling

Communal areas 
are clean and well 
maintained

Brunelcare’s 
approach to handling 
anti social behaviour

Brunelcare makes a 
positive contribution 
to my neighbourhood

Brunelcare listens  
to my views and acts 
on them

Brunelcare keeps me 
informed about things 
that matter to me

2025 
RESULT

(% of tenants 
satisfied)

2026 
RESULT

(% of tenants 
satisfied)

TENANT 
SATISFACTION 

MEASURES TR
E

N
D

85.5 88.8

90.4 89.1

87.6 84.7

86.1 90.2

90.5 89.5

68.9 71.3

78.6 80.3

86.1 87.9

56.6 52.8

87.1 84.9

63.6 64.7

67.0 71.7
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In 2022, Brunelcare’s Board of Trustees worked 
with residents to develop a series of Outcome 
Measures, designed to help us understand 
the difference that the services and support 
Brunelcare provides makes to your lives. 

Outcome 
Measure

I have a place to live I am 
proud to call my home

I have a home in which I 
feel safe and secure 

I have a home that gives 
me long term stability

I feel financially  
comfortable living in a 
Brunelcare property 

I have a home where 
I am warm and 
comfortable

Brunelcare helps me to 
feel safe and welcome in 
my local community

Living in a Brunelcare 
property enables me to 
have the social life I want

I feel reassured knowing 
there's always support and 
assistance when I need it

88 92

90 94

92 93

78 82

92 94

73 75

75 80

80 82

We have monitored 
these measures for the 
last three years and you 
can see the latest results 

in the table below.

2024-2025 
RESULT

(% of tenants satisfied)

2025-2026 
RESULT

(% of tenants satisfied) TR
E

N
D

 The ResultsSurvey 2026:

NEXT STEPS: 
We use the responses you give in the Survey and to our Outcome Measures to continually 
improve. We will now analyse the survey results and identify the key themes and suggestions 
for improvements. We’ll work with the Residents First Group to decide on actions that should 
be taken to address the issues that you've raised.  
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Damp &  
mould cases  

reported in the 
quarter

Damp &  
mould cases  

resolved in the 
quarter

Damp & 
mould cases 

outstanding at 
end of quarter

1 APR to  
30 JUNE 

1 JULY to  
30 SEPT 

1 OCT to  
31 DEC

1 JAN to  
31 MARCH 

Damp and Mould Cases reported and resolved and 
cases outstanding at end of quarter

Anti social behaviour Number of cases opened

1 Apr to 
30 Jun 2025

1 Jul to 
30 Sept 2025

1 Oct to 
31 Dec 2025

1 Jan to 
31 Mar 2026

1
2
3
4
5
6
7

0

7

4
3

5

For more information on 
damp and mould, please 
scan the QR code:

Please call 0117 914 
4257 if you notice 
any damp and mould 
in your home.  

Scan 
me 

Scan 
me 

We monitor our performance 
on a quarterly basis, and you 
can see how we are doing 
against some of our key 
measures over the last 12 
months from 1 April 2025 to  
31 March 2026.

The number of anti social 
behaviour cases has remained 
consistent across the last year 
having reduced significantly 
to previous years.  

Reports of damp and mould have increased during the last two quarters which has coincided 
with Awaab's Law. This came into effect from October 2025, raising awareness of damp and mould 
amongst residents and colleagues and encouragement to report it’  

WHAT WE ARE DOING
We take all reports of damp and mould in your home very seriously and we are committed to 
tackling any cases as soon as possible.  Due to the impact on health, we encourage residents to 
report any damp and mould issues as soon as they notice them.  

WHAT WE ARE DOING
We continue to work with partner agencies to address any dispute 
and potential antisocial behaviour cases. You can find out more 
about our approach to handling anti social by scanning the QR code. 

22 14 8
17 8 9
48 45 3
55 52 3

20
25

20
25

20
25

20
26

Brunelcare’s  
Performance Information
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Here is a 
reminder of 
how to make a 
complaint:

Via the website: 
brunelcare.org.uk/contact-
us/make-a-complaint

Via email: 
complaints@ 
brunelcare.org.uk

By phone/text: 
0117 914 4214

By letter: 
Complaints 
Brunelcare 
Saffron Gardens 
Prospect Place 
Whitehall 
Bristol, BS5 9FF

In person
You can also contact us if 
you would like to raise a 
concern. 

What’s been happening 
in complaints this year?

Satisfaction 
with complaints 
handling
The recent Customer Survey 
highlighted that satisfaction 
with the way we handle 
complaints has fallen slightly 
since the previous survey (see 
more details on page 6).

We are already taking steps to 
make improvements; one of 
these is to ensure that anyone 
making a formal complaint 
is offered the opportunity 
to meet with the individual 
investigating it. This will ensure 
that the investigating officer 
fully understands the complaint 
and what outcomes are being 
sought.   

Learning from 
complaints
Your feedback whether good 
or bad is important to us. That 
is why all complaints are taken 
seriously and reviewed to 
identify points of learning so  
that we can improve our  
services and processes.

This ensures that 
your feedback 
and complaints 
drive continuous 
improvement.

How could we 
improve our 
complaints process?
If you have any ideas and 
would like to contribute 
to the service we offer, 
please contact feedback@
brunelcare.org.uk

If you wish to read more 
about our complaints 
process and the number of 
complaints which have been 
raised in the past year, please 
keep an eye on our website. A 
complaints annual report for 
2025-26 is being developed 
and will be available soon.

Number of Homes Number of Complaints

Sheltered Housing

Extra Care Housing

Sheltered Housing

Extra Care Housing

972 44

234 10

H O U S I N G
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Your
Our major project to 
improve the energy 
efficiency of homes 
at Maple Close in 
Stockwood has been 
completed.  

This Retrofit project involved 
carrying out a range of 
work, including installing 
a new insulated roof, solar 
panels, new windows, new 
heaters, LED lighting and the 
installation of ventilation to 

In February 2026, 
Brunelcare submitted 
a planning application 
for a new development 
at Lilac Close in 
Southmead. 

The proposal is to replace 
five existing bungalows with 
a new block of 20 modern, 
spacious and energy efficient 
flats. Pending planning 
permission being granted, 
enabling works are expected 
to begin on the site later this 
year or in early 2027.

Residents currently living 
in the bungalows are being 
supported to find suitable 
alternative accommodation. 
When the new flats are 
complete, residents will have 

Improving               Homes

each property. We also installed 
individual electric meters to 
enable residents to benefit 
from taking control of their own 
energy bills. 

Works took longer to complete 
than anticipated, and as an 
organisation we learned a 
great deal about delivering 
complex energy efficiency 
improvements. We have taken 
this learning into account when 
planning and delivering the 
next projects at Chestnut Close 
and Linden Close in Stockwood.  

To enable us to undertake 
these works, we were awarded 
£2.6 million of grant funding 
from the Government, 
which was combined with 
Brunelcare’s own contribution 
of £4 million. This has 
enabled us to improve these 
149 homes by achieving 
an Energy Performance 
Certificate of at least ‘C’, which 
is the government’s target for 
social housing properties, well 
before the 2030 deadline.

Retrofit & Energy Efficiency Update

R E D E V E L O P M E N T  U P D A T E
the option to return if they  
would like to.

The project will replace some of 
our least energy efficient homes 
with a larger number of new, 
comfortable and sustainable 
properties. This supports our 
commitment to improving our 
buildings while increasing the 

availability of much needed 
social housing. 

We’ve spoken with residents 
living at Lilac Close to 
understand what’s important 
to them, and we’ll continue to 
keep them involved as plans 
develop and construction 
moves forward.

LILAC CLOSE

Old site
New site

£6.6 MILLION

H O U S I N G
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AND ELECTRIC 
VEHICLE UPDATE

ASSET  
MANAGEMENT

 

Warmer, more energy 
efficient homes

Improving energy efficiency is 
a major priority. Our aim is for 
all homes to achieve an Energy 
Performance Certificate rating 
of at least ‘C’ by 2030, helping 
to improve comfort and reduce 
energy use.

Improvements to 
buildings and shared 
spaces

Residents have told us that 
appearance matters. We will 
invest more in “kerb appeal”, 
including external decoration, 
paths, fences and communal 
areas, to make our schemes nicer 
places to live.

Resident feedback 
shaping the plan

Members of the Resident First 
Group reviewed the strategy and 
helped improve it. Residents 
highlighted concerns about 
communal heating, and as a 
result, we have strengthened our 
plans to include energy efficient 
upgrades in communal areas as 
well as inside homes. 

Looking ahead:  
EV charging

We know many residents are 
interested in electric vehicle 
(EV) charging. The strategy 

recognises this growing 
demand and commits us 
to exploring opportunities 

where funding, power 
capacity and partnerships 

make sense.

At this stage, this is about 
investigation and planning 

rather than guarantees. 
Any future EV charging 

would depend on viability, 
external funding and site 
suitability, and we would 

keep residents informed as 
options develop.

Our commitment 
is clear: to listen to 

residents, invest wisely, 
and look after our 

homes for the long term.

Looking after our 
homes: our new 
Asset Management 
Strategy

The Board has agreed a new 
Asset Management Strategy for 
2026–2030, which sets out how 
we will look after and invest in 
our homes and buildings over 
the next five years.

What residents  
can expect

Over the coming years, residents 
will see continued investment in:

Safe and decent 
homes

We will keep meeting all health 
and safety and Decent Homes 
standards, making sure homes 
are properly maintained and 
important features such as 
heating, electrics, kitchens and 
bathrooms are replaced when 
they reach the end of their life.
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Our          Customer  
Involvement Strategy 

H O U S I N G

new
At Brunelcare, our 
residents are at the  
heart of what we do. 
That means our services will 
be designed with you in mind, 
and we will be guided by your 
experiences and feedback to 
make improvements to our 
services and how we operate.
Over the last six months, 
we have been developing a 
new Customer Involvement 
Strategy, which was approved 
by Brunelcare's Board of 
Trustees in March. 

Hi, my name’s Pat and 
I’m part of the Residents 
First Group and the 
focus group that helped 
develop the Customer 

Involvement Strategy. 
I believe it’s really 

important for 
customers to be 
involved in decision 

making - we’re the 
ones who experience the 

services every day, so our 
voices genuinely matter. 

A message
from Pat

Making sure everyone is 
heard, at every level, is key, 
and that’s why I’m especially 
interested in how the 
Transparency and Action 
principles will be brought  
to life. 
I’ve personally taken part in 
trustee interviews, reviewed 
handbook content, and even 
spoken at board meetings 
- so there are plenty of 
opportunities to find 
something that suits you  
and give it a go.

The strategy includes a wider 
range of ways for you to get 
involved, from providing 
feedback right through to 
playing a leading role in how 
services are delivered. Take  
a look at our new model on 
the next page.
Thank you to everyone who 
contributed to this work – a 
total of 140 people across our 
care, support and housing 
services, through drop-in 
sessions, site meetings and 
responding to online surveys. 
Through these events, you told 
us how you’d like be involved – 
and we agree. So our approach 
will be based on the following 
principles:
PARTNERSHIP – we want to 
work hand in hand with you 
to improve our services, and 
ensure that your views and 
experiences are influencing 
what we do. 

TRUST AND RESPECT  – we will 
continue to build a relationship 
with you that is defined by 
trust, so you can feel confident 
that when you get involved, 
your contribution will make a 
difference. When we work with 
you, we will always treat you with 
dignity and respect. 
TRANSPARENCY  – we will be 
open and honest in how we 
make decisions and involve 
you in shaping our services. We 
will tell you how your feedback 
has been used to improve our 
services. 
FLEXIBLE  – we will adapt the 
approach we take to fit the 
needs of different groups of 
customers, and we will be open 
to new ways of working. 
ACTION  – whether an issue 
is big or small, we will take it 
seriously. When you provide 
feedback or raise a concern, we 
will listen to what you say, learn 
and take action as a result.
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youHow          Can Get Involved

LEAD 
AND  

DECIDE

LOCAL
INVOLVEMENT

STRATEGIC 
 INVOLVEMENT

FEEDBACK &
CONSULTATION

LEAD AND DECIDE
• Customer Scrutiny Group:  

Coming in 2027

• Resident-led activities  
and projects

STRATEGIC INVOLVEMENT
• Residents First Group

• Care Circle Group

• Co-creation of policies and 
strategies

• Award of new contracts and  
monitoring

• Appointing senior roles  
(directors and trustees)

LOCAL INVOLVEMENT
• Focus groups on specific 

issues or projects

• Site Monitors: Coming in 2027

• Local involvement events

FEEDBACK 
• Site meetings

• Consultations about  
proposals or service changes

• Surveys 

• Compliments and  
complaints

OUR VISION
We want your voice to be clearly heard and for you to have opportunities to influence 

and improve our services and how we make decisions at every level of Brunelcare.

HOW TO 
CONTACT US 

If you are interested in getting involved with Brunelcare in any way, please contact the Engagement  Team Email:  together@  brunelcare.org.uk
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There are a number of different ways you can get involved in 
procurement.

How to get involved What we would ask you to do

Influencing the 
specification for a 
contract or how a 
service is delivered.

•   �Tell us what you think is most 
important about this contract or 
area of work

•   �Review a draft specification for a 
contract and tell us if anything is 
missing, or if there are any lessons 
we can learn from the way the 
contract is delivered currently

Helping us develop 
the process for 
tenders – the bids 
from potential 
suppliers

•   �Suggest questions that we could 
ask to bidders – and which ones 
are most important to you

•   �Advise us on the % weighting 
given to price vs quality 

Helping us choose a 
new supplier

•   �Reviewing and rating the 
responses to specific questions   
from potential suppliers 

How to get involved 
If you would like to get involved in any upcoming procurement 
work, please contact our Engagement Team by emailing   
together@brunelcare.org.uk

Thank you if you’ve already 
helped us!

Customers have already made a big difference, by taking part 
in procurement exercises over the last six months:

EXTERNAL CLEANING 
CONTRACT
Your feedback influenced 
the specification for this 
contract, and now gutter 
clearance takes place 
between October to 
December and bin stores are 
cleaned at least twice a year.  

ELECTRICAL SERVICES
Customers helped us score the 
responses from providers to take 
on one of our largest contracts, 
to provide electrical fire safety 
inspection services, associated 
remedial works, and reactive 
maintenance of key safety 
systems across our homes.

We work with a number 
of external partners and 
contractors who deliver 
goods, works and services 
that directly impact your 
homes and lives. 

It is really important to us that 
residents have a meaningful 
opportunity to shape decisions 
about how services are delivered, 
and by who, especially when it 
comes to contracts relating to 
frontline services.  

Brunelcare is working an 
organisation called Shared 
Services for Housing (SSfH)  
to support us in our 
procurement work.  

We’ve drawn up a list of 
contracts which are new or 
coming up for renewal over the 
next year, that we would like 
to involve you in. The list was 
reviewed by our Residents First 
Group at its April meeting. The 
contracts include: 

Getting Customers                         	
					      in Procurement

     �Landscaping and 
garden maintenance

     �Building work at 
our Lilac Close 
redevelopment project

     �Our next long term 
energy contracts 

Involved
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TIME OF YEAR TASKS FREQUENCY

Summer  
Maintenance

•  Grass cut  
•  Edges trimmed and strimmed  
•  �Borders and hardstanding kept weed-free  
•  �Litter collected and removed from all areas  
•  �Shrubs pruned/trimmed as and when required  

or requested to maintain in a neat and tidy  
fashion wherever possible in line with good 
horticultural practice  

•  �All debris from the above works to be removed  
from the site 

Site visited  
ONCE EVERY FORTNIGHT 
from mid-March to  
mid-October.  

A total of 16 visits

Autumn  
Maintenance

•  Leaves swept and collected  
•  �Borders and hardstanding kept weed-free  
•  �Litter collected and removed from all areas
•  �Shrubs pruned/trimmed as and when required  

or requested to maintain in a neat and tidy  
fashion wherever possible in line with good 
horticultural practice  

•  �All debris from the above works to be removed  
from the site 

Site visited  
ONCE EVERY FORTNIGHT 
from mid-October to  
mid-December. 

A total of 4 visits

Winter 
Maintenance

•  Leaves swept and collected  
•  Borders and hardstanding kept weed-free  
•  Borders forked over as necessary  
•  Lawns edged  
•  Litter collected and removed from all areas
•  �Shrubs pruned/trimmed as and when required  

or requested to maintain in a neat and tidy  
fashion wherever possible in line with good 
horticultural practice  

•  �All debris from the above works to be removed  
from the site 

Site visited  
ONCE A MONTH in  
January & February. 

A total of 2 visits  

OUR GROUNDS  
MAINTENANCE Contract
We know that our 
contract with ID Verde, 
to carry out grounds 
maintenance on all of 
our housing sites, is 
important to residents. 
So we wanted to give 
you an update on how 
the contract is going.

satisfaction survey showed that 
85% of residents were satisfied 
with how Brunelcare keeps 
communal areas clean and well 
maintained.

The current contract will 
continue until Winter 2027, and 
we’ll begin the procurement 
process in Autumn 2026. We’re 
keen to involve residents in this 
process so that your experiences, 
feedback, and priorities help 
shape the future service. 

The table below gives more 
details about which services 
ID Verde are responsible for, 
and how often they should be 
carried out:

Over the past year we’ve learned 
a lot together. We’ve already 
made a number of small 
improvements to the way we 
work and monitor the service to 
help make sure it continues to 
meet residents’ needs.

We really value the feedback 
residents have shared with 
us. Some sites are very happy 
with the grounds maintenance 
service, while others have told 
us they would like to see more 
included in the specification. 
Listening to these views is 
important to us and helps 
shape future improvements. 
Encouragingly, our recent 
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H O U S I N G

RESIDENTS 
FIRST 
GROUP
Update

H O U S I N G

The Residents 
First Group 
(RFG) continues 
to meet on 
a six-weekly 
basis 

It plays a key role 
in ensuring that 
residents are 
actively involved in 
shaping the services 
Brunelcare provides 
and its future.

Since the last update 
in the Spring edition 
of Grapevine, the 
group has met five 
times.

Customer Survey  
Action Plan

The group was presented with 
a draft plan of actions which 
was put together, following the 
results of the 2025 Customer 
Satisfaction Survey. The group 
approved the draft action plan 
and asked Brunelcare to ensure 
it reflected key priorities for 
residents, including:

      �  �The consistency of 
communication to residents, 
specifically around works 
being undertaken at sites, 
and further information 
following the completion  
of work.

      �  �Site safety and security, 
noting that an agreed 
minimum standard would be 
developed which focussed 
on resident safety.

Customer Involvement 
Strategy

At this meeting, the group 
further contributed to the 
development of Brunelcare’s new 
Customer Involvement Strategy. 
The RFG played a key role in 
every stage of the Strategy’s 
development, including:

      �  �Group feedback that 
transparency, flexibility and 
being ‘action focussed’ 
should be key priorities in the 
Strategy.

      �  �Highlighting the importance 
of clearly promoting 
involvement opportunities. 

The Strategy was approved by 
Brunelcare’s Board at its meeting 
in March, and trustees welcomed 
the high level of involvement 
from our customers, including 
the Residents First Group. 

OCTOBER DECEMBER

£
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Energy Contracts

As in previous years, the group 
took on a key role in helping to 
influence Brunelcare’s decision 
about its long term energy 
contracts for electricity and gas, 
which the charity buys on behalf 
of customers, including housing 
residents. 

Group members confirmed that 
they were happy to proceed 
with the same approach – to 
recommend that Brunelcare 
selects a green energy contract, 
as long as the cost is no more 
than 5% higher than a brown 
energy contract. 

This recommendation will be 
taken forward to Brunelcare’s 
Executive Team and then on 
to the Board, ensuring that the 
residents’ voice is instrumental in 
the final decision about entering 
into these key contracts. 

Brunelcare’s Asset 
Management Strategy

The group influenced this 
key strategy for the charity, 
which sets out how Brunelcare 
will invest in its homes and 
properties over the medium and 
long term. 

RFG members challenged 
Brunelcare to review some of the 
suggested customer satisfaction 
measures to ensure that they 
were ambitious enough. 

There were some concerns raised 
by the group that communal 
heating had not been included 
in the draft Strategy. As a direct 
result of this feedback, it was 
agreed to expand the scope of 
the Strategy to include energy 
efficient heating upgrades 
communal areas.

The new Asset Management 
Strategy was approved by 
Brunelcare’s Board in March. You 
can find more information about 
the Strategy on page 11.

Involving Customers In 
Procurement

At its most recent meetings, the 
RFG has focussed on the new 
processes to ensure residents are 
involved in the procurement of 
key contracts which impact on 
your lives. 

In April, the group reviewed a 
list of upcoming procurement 
exercises, and provided feedback 
on which contracts they felt 
it was most important that 
residents are involved in, and 
suggested different options for 
how that involvement could 
happen. The in-depth review of 
all 16 contracts included: 

      �  �Landscaping and garden 
maintenance

      �  �Lilac Close redevelopment 
project

      �  �Our next long term energy 
contracts

That feedback has directly 
informed how we will involve 
residents in procurement, so 
keep an eye out for contracts you 
could have your say on in future!

Getting involved

JANUARY MARCH APRIL
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STAIRs
New rules called 
the Social Tenant 
Access to Information 
Requirements (STAIRs) 
are being introduced 
this year, to give 
housing residents 
clearer rights to 
information about their 
homes and landlords. 

This will come into force  
in two stages.

STAGE ONE
From October 2026:
Brunelcare will be required 
to clearly publish important 
information about how our 
services are run, such as 
how we are performing, how 
repairs are handled, how we 
deal with complaints and 
how funds are spent. This 
information will be mostly 
shared via Brunelcare’s 
website.

STAGE TWO
From April 2027: 
Residents will be able to 
ask for certain information 
directly from Brunelcare and 
receive a response within 
30 days, unless there is a 
lawful reason which means 
the information cannot 
be shared. If residents are 
unhappy with how a request 
is handled, they will be able 
to challenge it through 
Brunelcare’s complaints 
process and the Housing 
Ombudsman. 

All of these changes are 
designed to improve 
openness, trust and 
accountability.

Competence and 
Conduct Standard 

Adopt a written workforce 
policy, covering learning  
and development, 
appraisals and managing 
poor performance.

Adopt or develop a Code  
of Conduct for staff and 
ensure it is embedded 
across the organisation.

Ensure that tenants 
are given meaningful 
opportunities to influence 
and scrutinise the 
Workforce Policy and the 
Code of Conduct. 

The government’s 
Competence and Conduct 
Standard for social 
housing comes into force 
in October 2026.  

This is one of the requirements 
under the Social Housing 
(Regulation) Act 2023.  The 
aim of the legislation is to 
strengthen the voice of residents 
and improve resident's safety 
following the tragic fire at 
Grenfell Tower in 2017 and the 
death of Awaab Ishak in 2020.   
The standard introduces a 
number of requirements: 

Relevant staff (Senior 
Housing Managers and 
Senior Housing Executives) 
must have or be working 
towards an appropriate 
qualification with a 
transition period of three 
years to October 2029.

Relevant staff must have 
the skills, knowledge, 
experience and behaviours 
to deliver good quality 
services.

Work is ongoing to prepare 
for the requirements and 
there will be a number of 
opportunities for residents 
to feed into the development 
of the workforce policy at 
Quarterly Site Meetings  
and focus groups.  

Once these have been 
developed they will be 
available on our website. 

H O U S I N G
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Celebrates  20  Years!

S U P P O R T

C O L L I E R S  G A R D E N S

In March, our Colliers 
Gardens Extra Care 
Housing site marked a 
remarkable milestone,  
its 20 year anniversary!

They celebrated in style, 
with a brass band playing 
for residents, and a heart 
warming visit from the  
local school.

The highlight of the 
festivities came with a 
special visit from Peaches 
Golding, the Lord-
Lieutenant of Bristol, who 
met with residents and 
staff and joined them for  
a special afternoon tea.

From start to finish, 
the atmosphere in the 
anniversary week was 
buzzing. A big thank you to 
the whole team at  Colliers 
Gardens for working 
tirelessly to ensure the 
week was filled with pride, 
community spirit, and 
celebrations that residents 
will be talking about for 
years to come.

Some of our  
fantastic memories
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Housing Customer 
Services Team:
0117 914 4257
(8:30am - 4:30pm)

Careium Out of Hours: 
01323 690 827  
(4:30pm - 8:30am and 
weekends / bank holidays)

Registered as a charity (201555) and  
Regulator of Social Housing (LH0269)

How to Contact Us

Write to us: 
Head Office
Brunelcare Saffron Gardens 
Prospect Place
Whitehall 
Bristol 
BS5 9FF

brunelcare

Email us:
Email: info@brunelcare.org.uk 

Visit our website:
www.brunelcare.org.uk


