
Customer Service Excellence

You will recall that in 2005 we were awarded a Charter Mark for the 
quality of our service delivery.  Charter Mark was originally only 
open to “Public Sector” organisations, but has now been replaced by 
an award called Customer Service Excellence which is open to any
organisation that delivers services to the public.  Having recently 
applied for this accreditation and following a thorough independent 
assessment, we have achieved the award. 

The Association’s Chief Executive, Geoff Round, when he heard of 
our success expressed his delight at the achievement.  He 
commented that the Association has always tried to place its tenants 
at the centre of operations and the CSE award is recognition of this 
fact. He added that it is our belief that we are the first Association in 
the City to have received the award and since we are one of the 
smallest associations it is a real success story.

Clive Wilkinson, the Association’s Chairman, was equally pleased 
about the achievement and echoed the Chief Executive by saying 
how he and the Board’s ethos has always been to place tenants first. 
He congratulated the staff on their contribution towards the success. 
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Property Survey
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Our Contractor, Bradley Environmental, has started checking 
each of our properties to look at the quality and safety of the 
building materials used in their construction. They are currently 
undertaking their survey work in the Aston area and will move 
on to Handsworth later in the year.

When your property is due for surveying, we will write to you to
arrange an appointment to undertake the survey which will only 
take a short time to complete.  You must co-operate with 
Bradley Environmental by allowing them access and keep any 
appointment that you make with them.  Failure to keep an 
appointment will result in your being charged £40, the cost of 
an abortive visit.

You have nothing to worry about if any repairs are identified 
during the survey they will be dealt with.

Contacting Civic is easy

We can be contacted during office hours 
9.30am – 3.30pm Tuesday to Thursday on 
0121 382 5105.  

Outside these hours use  the Answerphone
service or  text us on  the same number 
0121 382 5105

Alternatively we can be contacted by Email 
at bcha@bcivic.co.uk

For emergency “make safe” repairs call 
Young & Harris on 0121 554 2273

For emergency heating repairs call Jeavons 
& Son on 0121 356 2635



City Council’s Contact
Centre

Did you know?
That following a comprehensive review by the City Council of its
public contact service, this now allows residents to complete Housing 
& Council Tax benefit applications or report change of circumstances 
over the phone. 

To use this service simply phone the Council on 0121 464 7000 
when an Officer will talk to you about your claim and whilst you are 
talking they will be completing your claim “on line” for you.  If they 
need any information in support of your claim they will call you back.

The Contact Centre can book a convenient appointment at a 
Neighbourhood Office for you, should there be a need for you to 
have an interview.  This facility can be accessed by phoning 0121 
303 1111.
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Condensation
We often receive calls from tenants complaining about “dampness” in their homes.  They report that the dampness is on or around 
the windows with water pooling on the sills resulting in mould growth. This is not dampness; it is in fact condensation.

Condensation is caused when warm moist air hits a cold surface. Regardless of whether a property is double glazed, condensation 
can occur.

To prevent condensation forming it is necessary to keep rooms warm, but at the same time well ventilated with a flow of fresh air.  
Mould can be removed using a preparatory remover which is available in supermarkets or DIY stores.

So if you find condensation on or around your windows do not report it as “dampness”, just follow the details above and the 
problem should be minimised.  Condensation in bathrooms and kitchens can be controlled by the use of the installed extractor 
fans and the opening of windows. 



Painting Programme Choice based lettings 
Early in the New Year the City’s Housing Department 
introduced a computerized allocations system 
whereby all vacant properties owned or managed by 
any Registered Social Landlords in the City are 
available “on line” to people in need that are 
registered both with the City and Housing 
Associations.  We are participating in the scheme as 
we believe it will help us let our property quicker which 
will result in a cost saving. Although it is really too 
early to say whether the project will be a success, we 
remain optimistic.

Rubbish
We have recently received a number of reports of 
household rubbish and furniture being discarded by 
Civic tenants in gated communal entry ways. This 
behaviour is unacceptable.  Such rubbish attracts rats 
and mice so is a health hazard as well as creating an 
eyesore.

All household rubbish should be put out every week 
for collection by the Refuse Collection Service. 
Environmental Services have a FREE collection 
service for bulky items.  To arrange such a collection 
just phone the City Council on 0121 303 1111. 

Now that the weather has improved our Painting 
Contractor, Sutton Oak Services, has commenced this 
year’s painting programme which is concentrated in the 
Aston area.  All the outside painting will be carried out 
during fine weather, but the communal areas will be 
held back to be completed when the weather is not so 
good.

In the next few months our Repairs Manager,             
Jim Mc Liddy will be preparing the 2011 programme 
which will be in the Handsworth area.  During this 
preparation work he will identify any windows or fascias 
that require replacement.

The painting programme allows you the choice of colour 
for your front door.

Newsletter Spring 2010



Satisfaction Survey

Annual Satisfaction Survey

This summer the annual tenant satisfaction survey w ill be undertaken by BMG Research.  They, together 
with 3 research companies, tendered for the project  and their tender was the most competitive in terms  
of price and quality.  We are currently working wit h them on the design of the questionnaire which will  
be considered by the Focus Group prior to circulati on.

Please complete the questionnaire when you receive your copy.  The information we obtain from the 
survey helps us and the Tenant Services Authority ( our Regulators) to develop the services we provide 
for you.   If you need help with the completion of the questionnaire you can always contact the Office  or 
BMG Research who have a dedicated helpline.

Every Tenant will be given £5 for returning a completed questionnaire.
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