
Housing and Constituencies

Tenancy Management

Service Standards

Your tenancy
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Tenancy m
anagem

ent service standards

We will work in partnership with
our tenants to provide tenancies
that are well managed. 
We will make sure that tenants
understand and follow their
conditions of tenancy and that
we meet our obligations in a
fair and consistent way, to
agreed standards.

About these 
service standards

This leaflet tells you what you
can expect from us when you
are using this service – our
service standards. There are
two types of service standards:

■ Our general service
standards. They cover the
standards you can expect
from all Birmingham City
Council housing services,
including this one.

■ The service standards for the
Tenancy Management service.

These service standards have
been developed in consultation
with customers. We will monitor
our performance against these
service standards and share 
the results with the users of 
this service. 

We will review the service
standards annually.

General customer
service standards

Our general customer service
standards are to:

■ Answer all phone calls within
six rings. The person who
answers the phone will give
their name and service area.

■ Deal with phone calls
immediately or, where this is
not possible, call you back
within one working day or at
an agreed time (if we transfer
your call, we will tell the other
member of staff your name
and why you are calling).

Our commitment to you…

1

09.917 A5 Tenancy Management SS 16pg:Bridge Group A5 Template  14/10/09  09:39  Page 1



Te
na

nc
y 

m
an

ag
em

en
t s

er
vi

ce
 s

ta
nd

ar
ds

2

■ Acknowledge your letters 
or emails within three
working days, and reply
within 10 working days (if we
need to follow with a more
detailed reply, we will let you
know when to expect it).

■ Send forms or information
leaflets you ask for within 
five working days.

■ Provide you with clear 
and relevant advice and
information in response 
to any query.

■ Offer you an appointment
with a housing officer within
10 working days.

■ Visit you in your own home if
you cannot come to our offices.

■ Leave a calling card when 
we visit you at home and 
you are not in.

■ Staff will carry identity badges
at all times. Please always ask
to see identification before
letting anyone into your home.

Accessing the housing 
service through a
neighbourhood office:

■ If you have an appointment
you will be seen within 
five minutes of your
appointment time. 

■ If you call in without an
appointment you will be seen
by a member of staff within
15 minutes who will assess
the nature of your enquiry.

■ If your enquiry can be dealt
with there and then, we will
deal with this at the time of
your visit.

■ If your enquiry means that
you need to see one of our
advisers we will offer you an
appointment within 10
working days.
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We will provide all of our
service users with equal access
to services. We will not
discriminate against anyone
because of their age, disability,
gender, race, religion or 
sexual orientation.

We will:

■ Treat you with respect and
deliver our service in a way
that meets your needs.

■ Train all our staff in equality
and diversity issues.

■ Ensure that no one receives
less favourable treatment
than anyone else.

■ Act quickly and firmly against
any kind of discrimination.

■ Make sure our offices 
are accessible. 

■ Provide induction loops and
sign language facilities if 
you need them.

■ Use written and spoken
language that is clear and
easy to understand.

■ Provide you with written
documents that are easy to
read and offer them in large
print, Braille or on audio 
CD if required. 

■ Arrange to translate
documents or for an
interpreter to explain written
documents to you if you 
are a non-English speaker.

■ Collect and monitor
information about customer
satisfaction and the profile 
of our service users and use
this information to improve
our services.

■ Assess the impact of our
policies and services and
make changes if they are
found to be treating any
group unfairly.
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Tenancy management
service standards

Unless otherwise stated, these
service standards apply to both
secure and introductory
tenancies. For more information,
please refer to your conditions of
tenancy booklet. A copy is
available on the Birmingham
City Council website at
www.birmingham.gov.uk

We’ve divided these service
standards into five sections.
They are:

1. How we’ll help you
understand our obligations 
to you and your responsibilities
to us.

2. How we’ll respond to your
application to exercise your
tenancy rights.

3. How we’ll respond to your
request for permission to 
make changes to your 
home and tenancy.

4. The action we’ll take if 
you break your conditions 
of tenancy.

5. The action we’ll take if other
tenants break their tenancy
conditions and affect your
enjoyment of your home.

1. To help you understand our
obligations to you and give you
advice and assistance to help
you meet your responsibilities
as a tenant we will:

■ Give you a conditions of
tenancy booklet with the 
keys to your council home. 

■ Explain the conditions of
tenancy to you when you 
sign for the keys.

■ Carry out a welcome visit
within 20 working days of
you moving in to make 
sure you are settled and 
are able to fulfil your 
tenancy obligations.

■ Complete a short
questionnaire at the welcome
visit to find out if you need
further help to understand
your tenancy obligations.

■ Offer help if you find it
difficult to maintain your
tenancy. This could be
through our Tenancy Support
Service (your housing team
can give you information
about this) or another 
support provider.

■ Answer any questions 
you have about your 
tenancy conditions.
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We ask you to:

■ Make sure you understand
the conditions of tenancy and
ask us for advice if you are
not sure about anything.

■ Keep your conditions of
tenancy booklet in a safe
place so you can refer to it.

■ Not break your tenancy
conditions.

■ Make sure that anyone living in
or visiting your home does not
break the tenancy conditions.

■ Let us know if you do not
think we are meeting our
responsibilities as your
landlord.

■ Let us know if you are not
able to keep an appointment.

■ Not harass or threaten to
harass or use violence towards
our employees or other
people acting on our behalf.
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2. You have rights as a secure
tenant. These include rights of
succession, the right to
exchange and the right to be
consulted. We will make you
fully aware of your rights. 
You can find details in your
conditions of tenancy booklet 
or from your housing team. 

Succeeding a tenancy

If a tenant dies, a member 
of their household may have 
a legal right to succeed 
the tenancy and become 
the new tenant. They are 
called the successor. 

We will:

■ Decide if a household
member is a successor, by
law, within seven working
days of being told about the
tenant’s death. This is if we
have been provided with the
supporting information we
need to see.

We ask the household
member to:

■ Tell us the tenant has died 
as soon as they feel able 
to do so.

■ Provide information needed
to confirm their right of
succession.

Right to Exchange

This is when one secure tenant
swaps their home with another
secure tenant.

We will:

■ Carry out all visits and
inspections within 20 
working days.

■ Tell you our decisions within
25 working days as long as
all the information we have
asked for has been provided. 

We ask you to:

■ Complete a Direct 
Exchange Proposal Form 
to ask for permission to
exchange homes.

■ Provide all information we
ask for that will support 
your request.

■ Be available for all visits 
and inspections.

■ Make sure you attend 
the meeting to sign over 
each tenancy.
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Right to be consulted

You have the right to be
consulted about significant
changes in the way we deliver
services to you or in changes 
to your conditions of tenancy.

If we plan to make any changes
that might affect you or your
tenancy, we will:

■ Consult you about any
significant changes to the terms
and conditions of tenancy.

■ Involve tenants in any
significant changes in the 
way we deliver our services.

Further information on your
right to buy your home and
your right to repair can be
found on our website at
www.birmingham.gov.uk/housing. 
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3. Sometimes, you’ll need to
get written permission to make
changes to your home or
tenancy. Examples include if
you want to make alterations 
to your home, run a business
from home or fit security gates. 
In these instances, we will:

■ Give a decision on all written
requests for permission within
10 working days of receiving
any necessary supporting
information we ask for. 

■ Not unreasonably withhold
permission. 

■ Refer any requests made for
aids and adaptations to help
with your mobility (such as
grab rails or a walk in shower)
to the correct agency or
department within three
working days. 

We ask you to:

■ Check your conditions of
tenancy so that you know
when you must ask for 
our permission.

■ Complete any forms needed
to ask us for our permission.

■ Provide all information
requested by us to support
your request.

■ Be available for all visits 
and inspections.
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of tenancy we may take action
against you. Examples include
refusing access for repairs and
inspections, causing deliberate
damage to your home, using
gas cylinder heaters in a flat 
or having an overgrown
garden. More details are
available in your conditions 
of tenancy booklet.

We will tell you if we have
reason to believe you have
breached your tenancy
conditions and give you time 
to respond before we take any
further action. This could
include giving you a warning,
asking you to pay for damages,
getting an injunction or
applying to the courts to 
have you evicted.

There are separate service
standards that deal with
antisocial behaviour. You can
ask for a copy from your local
housing team or see them
online at
www.birmingham.gov.uk/housing

We will: 

■ Take action against you within
10 working days if we have
evidence that you have
broken your terms and
conditions of tenancy. We will
take action within 24 hours if
the breach relates to a serious
health and safety matter.

■ Offer you support if you are
having difficulty managing
your tenancy. We may need
to make a referral to another
agency or service. We will 
do this within three days of
becoming aware of your
support needs.

We ask you to:

■ Comply with your conditions
of tenancy.

■ Make sure that anyone living
with you or visiting your
home does not break any of
the conditions of tenancy.

■ Tell us if you need any support
to manage your tenancy.

9
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5. If another tenant is affecting
your enjoyment of your home,
we will take action to resolve
the problem. These standards
are about minor cases of
antisocial behaviour. Details 
of how we deal with serious
antisocial behaviour can 
be found in the antisocial
behaviour service standards 
or online at
www.birmingham.gov.uk/housing

The type of nuisance we mean
here includes complaints about
noise, neighbour disputes, pets,
refuse or parking issues, for
example. If you report a
neighbour is causing you this
type of nuisance, we will:

■ Respond to your complaint
within 10 working days.

■ Explain what we can do to
help and agree an action
plan with you.

■ Contact you at least once every
two weeks to tell you about the
progress of your case.

■ Ask other organisations or
services, such as the council’s
mediation team, to help with
your complaint if you give 
us permission.

■ Consult you and give you
reasons if we decide to close
your complaint.

We ask you to: 

■ Report any nuisance you 
are experiencing.

■ Help us gather evidence. 
This could be by agreeing 
to keep an incident diary or
allowing noise monitoring
equipment to be fitted at 
your home.

■ Consider using approaches
such as mediation, where 
you meet with your
neighbours and an
independent mediator, to 
try and solve the problem.
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Can you work with 
us to make the 
service better?

We are always looking for
council tenants to get involved
and help us improve our
service. If you would like to 
get involved please phone us
on the number listed for your
area over the page.
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How to contact us

Call us on the numbers below
to find out more about: 

■ Joining us on estate
walkabouts and inspections.

■ Local resident groups.

■ Your local housing 
liaison board.

■ Your constituency 
tenant group.

Edgbaston
0121 303 5359

Erdington, Perry Barr and 
Sutton Coldfield
0121 303 7048

Hall Green and Selly Oak
0121 464 3626

Hodge Hill
0121 303 7128

Ladywood
0121 464 1614

Northfield
0121 464 7813

Yardley
0121 303 7128

You can also find out more 
by visiting our website at
www.birmingham.gov.uk/housing.
You can also email us if you
have any questions or want 
to tell us what you think of 
the service at
yourtenancy@birmingham.gov.uk
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HOUS 10026 HouCom 09.917 10/09 2K2C

If you would like this leaflet in large print, Braille, 
audio cd or tape, please call your local housing team.
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