
Working in partnership to improve services 
for tenants and leaseholders 
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Welcome and Foreword 
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a positive impact upon their homes 
and neighbourhoods. These are vital 
steps in our bold vision for housing 
services. The Housing Strategy will be 
a driving force in the step change to 
improve housing conditions for tenants 
in Birmingham. However City Housing 
can’t do this alone. Collaboration and 
working with partners in the wider 
public, private, and voluntary sectors is 
essential. We have made some great 
and lasting partnerships already and we 
look forward to strengthening these and 
building many more in the future. 

A strong priority evident in the 
Social Housing Bill will be to refresh 
our strategy for tenant engagement. 
This will be to ensure our tenants 
have an active role in making housing 
decisions and monitoring how we 
perform in delivering the agreed 
actions. Following the review of the 
Tenant Engagement Service last year 
by TPAS we are now drawing together 
an action plan to provide all our tenants 

with the best possible opportunities 
to be meaningfully engaged in service 
delivery. We will continue to build on 
our local engagement networks to 
strengthen the connections between 
communities and at the same time work 
to implement the action plan for the 
provisions of the Social Housing Bill. 

We continue to give top priority 
to the repair, maintenance, and 
improvement of our housing stock 
so that our tenants can live in good 
quality, well-maintained homes.  We 
take the safety of our tenants very 
seriously and have worked tirelessly 
to understanding and addressing 
the service issues highlighted by the 
Housing Ombudsman, which did not 
meet the expected standards our 
tenants deserve. 

To improve our service, we have 
developed a robust action plan to 
monitor and track progress to ensure 
we effectively and efficiently respond 
to the concerns or complaints raised by 

all our tenants in future in a proactive 
and responsive manner. Furthermore, 
we want to reassure all our tenants 
that acting quickly to improving the 
quality of the service, making sure our 
properties are safe to live in and free 
from damp and mould is and always will 
be our top priority. 

As well as improving our repairs 
service, we will also continue our 
programmes to make tenants homes 
warmer and more energy efficient 
to help reduce their energy costs 
and increase thermal comfort. City 
Housing will also continue to build 
new affordable homes with its housing 
partners to help the most vulnerable 
with their housing needs and work to 
prevent and eliminate homelessness. 
The cost-of-living crisis is seriously 
affecting the lives and wellbeing of 
many of our tenants. Consequently we 
will continue to support and prioritise 
help to those struggling with energy, 
food, rent and transport costs. We will 

continue to work with the Fuel Poverty 
Alliance and promote the ‘Warm Brum’ 
and warm spaces initiative. 

We hope you enjoy reading this report 
and like us you are excited about 
the future direction of City Housing. 
Providing consistent, high-quality, and 
timely services is central to our goals 
for the coming year and where we face 
challenges, we will be dynamic, flexible, 
and responsive, to create and deliver 
solutions to make Birmingham the best-
in-class housing service that places the 
tenant voice at its very heart. 

Paul Langford 
Strategic Director of City Housing 

Cllr Jayne Francis 
Cabinet Member for Housing 
and Homelessness 
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make a positive improvement 
to their neighbourhood. 

In North Edgbaston a 
local resident worked with the 
TPO* to support tenants and 
residents experiencing financial 
hardship. During the winter 
months care packages were put 
together with the generosity 
and support of agencies and 
supere  e5849 -1.36alr94ip. 
-2.046 -1.35 2DC T36a6r7(e put )]TJ
T*
[(7(e put 45 -e)Tj8.6w 18 u6see5849 er)-J
T*8 mrTj
T*
[(super)-J
T8.6w 17e664.35 Td
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Looking forward... 

Tenant Involvement   
and Engagement
•  To develop an action plan to deliver  

the key recommendations of the  
Tenant Engagement Behavioural  
Insight Report. 

•  To review the scrutiny function to  
ensure good quality and meaningful  
reports are produced and  
communicated to tenants to enable  
service users to better monitor key  
landlord services and drive service  
improvements. 

•  To look at ways we can evaluate  
the impact of engagement within  
our central and local participation  
structures and use customer  
insight, opinion, and feedback  
as a springboard for service  
improvements. 

•  To develop a wide range of  
digital and informal engagement  
mechanisms which increase tenant  
influence and ensure the Tenant  
Voice is central to service re-design  
and brings about continuous  
improvement. 

•  We will work with our Web  
Development Team to upload new  
content to the Resident Involvement  

pages on the City Housing  
website, including a new “landing  
map” to improve the navigation  
of information on the Resident  
Involvement section and increase  
users. 

•  The next ‘Birmingham in Bloom’  
competition will now be called the  
‘2023 Birmingham in Bloom and 
Housing Heroes Awards’. We have  
also launched two new categories:   
These are: 
•  Most Improved Garden  

(Birmingham City Council  
tenants and leaseholders  
only) for all tenants who have  
improved their front or back  
garden. Entrants will need to  
demonstrate the success of their  
improvements. 

•  Housing Hero Award  
(Birmingham City Council  
tenants and leaseholders  
only). This is a new award for  
2023 to recognise tenants  
and leaseholders who have  
championed housing or other  
residents in their neighbourhood  
to improve participation in their  
community.  

•  As part of the review we have  
also renamed the best balcony,  
window box, basket, and box  
category to ‘Best Mini Marvel’. 

A key priority for 2023 is to increase  
the number of entries. To achieve  
this, we will look at ways we can use  
out partnership networks to better  
promote and communicate the event;  
working with teams across City Housing  
Directorates, BCC contractors and  
external partners for example, Radio  
WFal parn1.2 T.888 0 Td
( )Ttition will nowTw ee9 14.works to works to e, Radio 



Annual Report to Tenants 2022-23    11 









Annual Report to Tenants 2022-23    15 

 

 

 
 

 

 

 

social housing. 
• The Accommodation Finding 
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Looking forward... 
Provision of Affordable Housing
• Our target is to provide 108 new 

homes for rent, and 27 homes for 
sale. 

• We aim to start ‘on site’ with 16 new 
development schemes which will 
phase in over future years a total of 
690 new homes. This includes: 
• Yardley Brook a brownfield site 

which we have secured funding 
from Homes England and the 
West Midlands Combined 
Authority to build 298 new 
homes. 

• The final phase on the Kings 
Norton Primrose Estate 
providing 82 new homes. 

• Long Nuke Road, providing 65 
new homes and improvements 
to local play and leisure 
facilities. 

• We will continue to work with the 
Environment Agency and the local 
community to bring forward plans 
for further sites on the Bromford 
Estate, to provide another 180 
homes. 

• We will continue to work with 
residents and stakeholders to 
develop the Action Plan for the 
regeneration of the Druids Heath 

estate. The aim is to accelerate the 
delivery of new homes at Druids 
Heath by identifying ‘early win’ 
sites which can be more quickly 
developed. 

Repairs and Maintenance
• To ensure all services are compliant 

and meet regulatory standards we 
have initiated a robust Regulatory 
Compliance Programme - which 
includes the development of a 
Compliance Board - to provide 
assurance to senior leaders in 
relation to several areas of landlord 
compliance. 

• To implement the Whole House 
Retrofit programme. This important 
programme will start to make 
improvements to our least energy 
efficient homes. As part of this 
programme we will make a priority 
the commitment to achieving our 
Net Zero targets with the housing 
stock to reach EPC C. 

• Continue to develop our stock 
condition data to support 
intelligence led improvements and 
our commitment to the decent 
homes standard using targeted 
investment through our Capital 

works programme. 
• We will develop a comprehensive 

Asset Management Strategy. This 
will include a clear focus on what 
is important to tenants, using 
information from recent focus 
groups and satisfaction pilot surveys 

• An important policy priority is to 
address the problems of damp and 
mould in council properties quickly 
and effectively – working positively 
with key stakeholders to overcome 
issues related to the age and 
design of homes, overcrowding and 
poverty. 

• The Social Housing Decarbonisation 
Fund will continue to be used in 
multiple programmes throughout 
the city to significantly improve the 
energy efficiency of homes. 

• Additional funding has been 
allocated for use in programmes 
to address Decent Homes issues 
throughout the city that will 
focus on the key areas of roofing, 
windows and doors, kitchens, and 
bathrooms. 

• We will intensify our engagement 
with tenants to increase the level 
of customer satisfaction with the 
councils housing repairs service, 

looking to better understand the 
impact of tenants lived experiences 
with the aim to rebuild the loss of 
confidence and trust in our present 
service. 

• To continue to work with our 
contractors to implement the added 
value and additional social value 

• 0 Td
[(tinue to wShelfoe aim tomakT*
de tenr008has been )]TJ
1.417 -pT*
[(bar)18.1 the35,800s housing rlacour engagemill 











  
 

  
 

  

  
 

 
 
 

 
 
 
 
 

 

  
 
 
 

  

  
 

  
 

 
 

  
 
 
 

26 Annual Report to Tenants 2022-23 

Domestic Abuse Service 
• We have improved the case 

management system for domestic 
abuse cases. 

• We organised and supported a 
‘National Women’s Day’ event in 
Birmingham. 

• We have set up a new partnership 
with Cranstoun. 

• We have developed new community 
links with Pantry, Longbridge Extra 
Care and Project. Project are an 
outstanding accredited advice 
charity that support residents in 
South Birmingham. They offer a one 
stop shop for all age groups offering 
housing and benefit advice, clothing 
grants for young people, a place for 
people to use computers, food bank 
services and access to a cooker to 
ensure people can warm up food. 

• We have built a successful partnership 
with Viola who kindly donate a £100 
voucher every other month to victims 
of domestic abuse to enable them to 
furnish a new home. 

• We have continued to support the 
‘Early Help’ hubs. 

• We organised a Christmas party for 
domestic abuse survivors and their 
children. 

• We are a victim led service and 
prioritise visiting the survivors 
of domestic abuse at least once 
throughout the lifetime of the case, if 
they so wish. 

• We continue to foster a good 
working relationship with the West 
Midlands Police Service, who work 
in partnership with City Housing to 
support victims of domestic abuse. 
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Feedback 

How to give us your views 
We would like you to tell us what you think of our 
services. It’s always useful for us to hear about when 
things have gone right – and when they’ve gone 
wrong. There are several ways in which you can give 
us your comments, complaints or compliments about 
any aspect of the housing service. Visit the website at 
birmingham.gov.uk/yourviews 

Annual Report to Tenants 
We would really appreciate your feedback on the 
Annual Report by going to birmingham.gov.uk/ 
info/50008/tenants_groups_associations_and_ 
boards/2331/annual_report_to_tenants and 
completing the Microsoft Survey Form. Your views 
will be very useful to us when we are producing 
future reports. 
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