
Letting homes.
The standard you can expect from us.
We provide homes for rent in Birmingham and Shropshire. We make the process 
of applying for a home with us as simple, accessible and as fair as possible, 
letting our homes non-discriminately and in accordance with housing need. 
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Applying for a home
•  Help you with enquiries about living in one 
of our homes or applying for a home with us. 

•  Treat you fairly and keep you updated at 
all stages of the process of applying for a 
home with us.

•  Make the process of applying for a home as 
simple, accessible and as fair as possible.

•  Let our homes non-discriminately and in 
accordance with housing need. 

•  Advertise the majority of our homes on a 
choice based lettings system, which you 
can use to bid for homes you are eligible for.

•  Make a percentage of homes available to 
our local authority partners for people that 
they refer to us.

•  Work with various external agencies who 
have specific referral rights to some of our 
supported housing accommodation.

•  Provide homes for market or sub-market 
rent and advertise these using lettings 
agencies or via the choice based lettings 
system. 

•  Tell you about specific criteria for applying 
for a small proportion of homes that we 
manage but are owned by Bournville 
Works Housing Society (BWHS) or Bournville 
Almshouse Trust (BAT). 

•  Explain the reason if we refuse your 
application and inform you of your right to 
appeal.

Viewing a property
•  We will contact you by phone or email if 
you are being considered for a home and 
ask you to provide information about your 
personal and housing circumstances and 
proof of identity.

•  Make arrangements with you to view 
the property if we are able to offer you 
a tenancy and accompany you on the 
viewing.

•  Carry out checks with other agencies and 
tell you the outcome of these checks. 

•  Make an appointment for you to sign a 
tenancy agreement, if you would like to 
accept the tenancy, and clearly explain 
terms and conditions.

Moving into a home 
•  Visit you within four weeks of you moving 
into your new home to check you are happy. 

•  Visit and telephone you at regular intervals 
during the first 12-months of your tenancy.

•  Consult with you if we wish to alter the terms 
of your agreement. 

Transfers and mutual exchanges
•  Provide different options for current BVT 
tenants to move home if they want to.

•  Offer you the option of transferring to 
another BVT, or housing association home, 
through a choice based lettings system.

•  Offer you the option of exchanging your 
home, and tenancy, with another housing 
association or Council tenant through a 
mutual exchange website after you have 
successfully been with us for 12 months. 

•  Explain the process and terms and 
conditions of transfers and mutual 
exchanges to you.

How will we make sure we are  
doing what we say?
•  Regularly review our performance and 
customer satisfaction with the service 
against our internal performance indicators.

• Report performance in our annual report.

How will we share how we are doing  
with you?
•  Clearly communicate what action we have 
taken and advise you of what you can do 

•  Give you the opportunity to feedback on the 
service you have received.
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