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

■ 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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Advice for tenants
service standards
If you’re a private tenant
contacting us for advice or 
to request a service we will:

■ Respond to a request for
emergency help on the 
same day you contact us.
Emergencies are when
tenants are:
- threatened with immediate

eviction, or
- locked out by their landlord, or
- essential services (such as

electricity, gas or water) 
are disconnected.

■ Contact you the following
working day if you leave a
message for us out of office
hours on our emergency
telephone number.

■ Respond within one 
working day if you call 
about harassment or
threatened eviction.

■ Contact you within one
working day when you 
are referred to us by
Birmingham City Council’s
Home Options service. 

■ Send a schedule of works 
to your landlord within 
10 working days when we
have inspected your home
and found defects.

■ Respond to complaints about
your landlord or the property
you live in based on the risk 
to you or other occupiers.
Listed below are the priority
categories we use and
the action we will take 
in each situation.

Priority 1 
The property is causing an
imminent risk to your health
and safety, such as a fire,
electrocution, collapse of the
building, major water leak from
the roof or internal pipe or no
heating in the winter months. 

Action we will take
We will immediately contact
your landlord and utility
companies or other
organisations and where
necessary arrange an
appointment to inspect your
home within two working days.
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Priority 2 
Property conditions likely to
cause injury or harmful to you
or your family’s health and
where you have already
contacted your landlord and
he/she has not responded.

Action we will take
We will contact your landlord
on your behalf and where
necessary inspect your home
within 10 working days.

Priority 3 
As described in priority two,
but where the property poses a
low risk to you or your family’s
health or accidental injury. 

Action we will take
A letter will be sent to your
landlord within five working days.

Priority 4 
The property conditions pose no
risk to you or your family’s
health or accidental injury and
the council has no legal powers
to force the landlord to carry
out the works. 

Action we will take
A letter will be sent to your
landlord within five working days.

Can you work with 
us to make the 
service better? 
We value feedback from
customers as it helps us to
improve and develop our
services. If you have any
comments about private rented
services or would like to join a
private tenants' group please
contact the Private Rented
Services Team.

How to contact us
You can phone us on: 
0121 303 5070 or 
0121 303 5431

You can email us on:
houenforcement@birmingham.gov.uk

You can write to us at:
Birmingham City Council
Housing and Constituencies 
Private Rented Services
Waterlinks House
Richard Street
Aston
B7 4AA
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HOUS 10013 HouCom 09.911 10/09 2K2C

If you would like this leaflet in large print, Braille, audio cd or tape, 
please call the Private Rented Services Team on 0121 303 5070.
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