
Redecoration.
The standard you can expect from us.
We’re committed to providing great homes and we deliver planned improvement 
programmes that maintain and improve the condition of your home.  As part of this 
commitment, we work with you and listen to your views to shape how we provide this 
service. 

Our aim is to work together to make sure your home is well-maintained, meets the 
government’s Decent Homes Standard, is water tight and weatherproof, safe and secure.  
We deliver a high standard of work whilst offering you great value for money for the rent 
you pay and high levels of customer satisfaction.
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Redecoration programme

• �We will always treat you with fairness and 
respect.

• �We will keep you informed during all the 
key stages of redecoration – including 
what happens before, during and after.

• �Before work starts, we will ask you about 
any related repairs that need to be done 
and if you have any questions or concerns. 

• �We will prepare and repair woodwork to 
all pre-painted surfaces to make sure 
they’re of a good standard before they are 
painted.

• �Contractors will wash down any plastic 
surfaces. 

• �We will keep your personal information 
secure and use it to provide personalised 
services in response to your individual 
needs and preferences.

• �We will offer to visit you after work is 
finished and resolve any issues. 

• �We will ask you to open and close all 
windows and doors after they’re painted to 
make sure they open freely and that you’re 
happy with the work.

 

Appointments 

• �We will provide you with a timeline, from 
start to finish, to help guide you through the 
expected timescales.

• �We will arrange a mutually convenient time 
to visit your home to carry out pre-paint 
surveys and redecorate. 

• �Appointments will be made with a 
minimum of one weeks’ notice via letter, 
providing contact details if you need to  
re-arrange the appointment. 

• �When decorating the outside of your home, 
we may have to change your appointment 
at short notice if there is bad weather. If this 
is the case, we will always contact you on 
the day of the appointment as quickly as 
possible. 

• �We will aim to be as flexible as possible 
throughout the appointment process and 
will consider your work commitments, 
school runs and any other individual needs.

• �We will contact you at least a day before 
the appointment to make sure you are 
ready for our scheduled visit. 

• �We will aim to complete the redecoration 
work continuously over consecutive days, 
dependent on the size of your home and 
the number of pre-painted surfaces that 
need redecorating.



Design guides 

• �Depending on where you live, there may 
be restrictions on the redecoration we can 
do to your home. This is to make sure we 
are following our own design guides and 
Birmingham City Council’s (BCC) Planning 
Department guidance.

• �If you live in an area where restrictions 
apply, all colour choices and changes 
to designs will be reviewed by us before 
painting.  They will be sympathetic with the 
original design colour of your home and 
area. 

• �You will be offered a range of colour 
choices that meet our design guides. 

Timescales 

• �Typically, a pre-paint survey will be 
completed in one visit.  A second visit will 
be arranged to complete any repairs, 
which can take a day or two depending on 
the scale of repairs. A final team will come 
out to paint, with an average property 
taking two to three days to finish.

• �We may need to put up equipment, such 
as scaffolding, to paint your home. This will 
typically be installed before redecoration 
work starts and removed after we’ve 
carried out a post-inspection, typically 
within a week of completion.

• �Occasionally we may have to undertake 
additional repairs that are found once 
preparation works begin, this may have an 
impact on overall timescales.

• �We will keep your home in a clean, safe, 
and secure condition at the end of each 
working day.

Tenant responsibilities 

• �Please remove all garden furniture, 
ornaments, temporary structures 
or anything else that may obstruct 
redecoration works.

• �We will not be able to put back items you 
have moved to allow us to redecorate. 
But please tell us if you need additional 
assistance to do this.

• �We will ask you to leave windows and  
doors ajar for up to five hours to dry.  
We understand this may compromise  
your home’s security and if this worries  
you, please tell us.

How can you help us? 

• �Please make sure there is an adult present 
for appointments.

• �Provide a safe and smoke-free working 
environment.

• �Make sure garden furniture and objects are 
moved away from windows and doors to 
allow us to carry out repairs and painting.

• �Make sure shrubbery and/or plants don’t 
obstruct redecoration works.

• �Remove any Ring doorbells, hanging 
baskets or decorative items that may 
obstruct redecorating.

• �Make sure any pets are secured indoors 
before we start redecorating. 

How will we make sure we are doing 
what we say? 

• �We set and monitor targets to measure 
how we deliver the service to you. We will:

	� I. Ask you to fill in an individual customer 
satisfaction survey once work is complete 
and we will respond to your feedback.

	� II. Continue to consult with BVT residents 
to help shape the programme.

Getting involved 

• �We are always looking for new ways to 
listen to your views to help us provide a 
quality, customer focused service. To share 
your feedback, please email enquiries@bvt.
org.uk and a member of our Assets team 
will be in touch with you.

• �If you have any questions in relation to 
this service standard, please contact our 
Customer Service team.

  @BVTNews
  /bournville.village.trust
  /company/bournville-village-trust/

  enquiries@bvt.org.uk
  Customer Services: 0300 333 6540
  bvt.org.uk
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