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WELCOME 

 

4 Towers TMO Ltd 

ANNUAL PERFORMANCE REPORT 

2017 - 2018 

 

Welcome to 4 Towers TMO Ltd Annual Performance Report 2017/18. 

This report sets out how we have performed against the commitments in our 

corporate plan and Tenant Quality Promise and shows how we have used the 

resources available to us in the best interest of tenants and leaseholders.  

Our responsibility is to ensure that the services delivered is cost effective and 

demonstrates Value for Money (VFM) 

Despite the challenges in this current economic climate, it was another 

successful year for 4 Towers TMO in achieving our goals.  We have a small but 

extremely dedicated and loyal workforce along with the Board of 

Management, our contractors and liaison team at Birmingham City Council 

(Place Directorate) that have worked hard to enable the delivery of quality 

services to tenants/leaseholders at 4 Towers TMO. 

 

Much appreciated  

Cynthia Spence 
TMO Consultant 
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Governance Structure 

Board Members who have served in the last 12 months 

• Malcolm Harwood (Chairperson) 

• Tom Boxe (Vice Chair)  

• Minesh Pattni (Company Secretary) 

• Georgina Hanna (Treasurer) 

• Elizabeth Moroney  

• Elizabeth Gillings 

• Steven Holt  

• Pamela Smith 

• Sherrie Keeling 

• Janice Frost 

• Patrick Wilcox  

• Brian Winks 

• Glenys Nelmes 

• Beverley Lashley 
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Partnership Working 

Partner Organisation  

4 Tower TMO works in partnership with a number of organisations to provide the best service possible to 

our residents. Below is a list of some of the organisation which we work closely with…  

 

The TMO works closely with West Midlands Police, specifically the local Harborne 

Police force. We conduct regular out-of-hours patrols with local officers in order 

to ensure the estate is safe for all of our residents. West Midlands Police are a 

regular and reassuring presence around the estate.  

 

Wrekin Housing Trust provides the 

day-to-day repairs service for 4 Towers TMO. Since renewing 

the repairs contract in the last financial year, Wrekin Housing 

Trust continue provide our residents with a punctual and 

high quality service.  

 

4 Towers TMO works in partnership with 

Birmingham City Council. As a partnership 

organisation, we work closely with Birmingham City 

Council in a number of areas.  

Working with the University of Birmingham 

For several years, 4 Towers TMO has utilised its close 

proximity to the University of Birmingham in providing 

employment opportunities for students, particularly 

those with an interest in the public sector. This 

opportunity is mutually beneficial, providing students 

with valuable experience and opportunities to help the 

students develop their skills, whilst providing 4 Towers 

TMO with highly capable part time staff to help with 

the everyday management of the estate. Over the last 

12 months we have employed two student staff and 

are looking to bring in a new student staff member this 

September. This partnership has historically and 

continues to be of paramount importance to the 4 

Towers TMO and demonstrates the ability of the 

organisation to fully utilise the skills and talent sourced 

in the local community.  
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INTRODUCTION 

 

This Annual Performance Report provides a summary of 4 Towers TMO Ltd 

achievements over the last financial year and demonstrates its commitment to 

providing high quality service to tenants and leaseholders. 

Our small but competent and reliable team continue to deliver great value    

services in terms of caretaking, cleaning, general enquiries, housing and        

tenancy management as well as keeping a keen eye on the repairs service     

delivered by our contractor Wrekin Housing Trust, who has won the contract to 

provide our repairs service initially for the next three years.   

We are committed to ensuring that our residents and customers are kept 

properly informed about our services and achievements, through our regular 

Newsletters , tenant consultations and face to face contacts with the office 

staff and board members. 

4 Towers TMO have ensured that it is meeting all legal requirements and has 

kept the board of management and staff updated with new legislation such as: 

 

• General Data Protection Regulations (GDPR) with effect from 25 May 2018 

• Homelessness Reduction Act (2017) effective from 3 April 2018 

 

4 Towers neighbourhood is a great place to live and we will continue to work 

with tenants/leaseholders, contractors, partners and stakeholders to achieve 

our aspirations to be an ‘OUTSTANDING’ TMO in Birmingham and beyond a   

reality.  
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CHAIR’S MESSAGE        

I am pleased to be able to report that 4 Towers TMO have enjoyed another productive twelve months, 
delivering a reliable and efficient housing management service for our residents and estate.  We have 
clearly established this organisation as a totally viable alternative to Birmingham City Council, one that 
provides a more rapid response to repairs and day to day issues – the things that impact upon residents 
the most. I am happy to report that the housing management team have maintained an excellent 
partnership working with West Midlands Police, regularly conducting out of office hours estate 
inspections which are designed as a community safety initiative.  Residents continue to provide 
information that assists us in clamping down on acts of a criminal and/or anti-social nature.  We are 
grateful to those residents for working with us in the greater interests of our overall community. A safe 
neighbourhood is our priority at all times.  

Probably the most important thing to residents is our repairs service, which continues to out-perform 
that provided by Birmingham City Council.  Our repairs targets are regularly met and often exceeded.  
We hope this is appreciated by our residents who may have forgotten the repairs service previously 
provided by Birmingham City Council. We have delivered a cleaning service on a number of bank 
holidays, including at Christmas and Easter, which was not provided elsewhere in the city and we will 
continue to do this for our residents going forward. 

We have also begun the process of installing CCTV onto the estate.  This is being trialled at Kendal Tower, 
whereby 12 cameras have been installed along with an ANPR (Automatic number plate recognition) 
camera.  This has already proved a very effective tool in reducing crime and anti-social behaviour.  It is 
our intention to appraise the viability of extending the CCTV system to other blocks on the estate as we 
move forward. 

Our Housing Management team continue to lobby Birmingham City Council for various capital 
improvements across our estate – which can often require long and detailed discussions.  I am 
particularly pleased that our management team have been able to persuade Birmingham City Council to 
invest in a new soil and vent pipe system at Kendal Tower – this was long overdue.  Multiple residents 
have been affected with floods and it was time we brought such disruption to an end.  These works 
began in November and, at the time of writing, are ongoing.  We thank residents for their patience and 
co-operation throughout this process which is essential and will prevent residents’ flats being 
unnecessarily flooded on a regular basis. We are also pleased to confirm capital works have been agreed 
to replace all of the communal lighting in Metchley, Coniston and Derwent Houses.  All landing lighting 
will now be motion-activated and will therefore reduce power costs and maintenance bills. We have also 
arranged for a complete overhaul of the door entry intercom system at Coniston House and will consider 
whether other blocks also require this when we have further discussions with Birmingham City Council. 

Our staffing has been static throughout the last twelve months which is testimony to the management in 
place at the TMO.  We no longer pay hefty agency fees for long term staff and are pleased with the 
continuity we presently have. A big thank you to all staff.  

I would like to thank my fellow Board Members who commit themselves without reward to helping our 
community under the 4 Towers TMO umbrella.  I should particularly thank Tom Boxe, who has recently 
retired from the Board to spend more time with his family and grandchildren, having served as my Vice-
Chair over an extended period.  Thank you to all that have served on the Board or continue to do so.  

Finally, thank you to my fellow residents at 4 Towers for your feedback and co-operation throughout the 
last 12 months.  We will continue to put the interests of our residents and our community first at all 
times. 

Malcolm Harwood– Chair of 4Towers TMO 
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GOING FORWARD 

Our Aims: 
 
• To seek to attract new people who are passionate about the progress of 4 Towers TMO to strengthen 

the Board of Management.  

• To continue to build on our successes in service delivery  

• To ensure that we are always seeking to deliver the best possible service to our tenants/leaseholders, 

while making sure that we can demonstrate Value for Money (VFM)  

• To make contact with all our tenants at least once per year by continuing to roll out the Annual 

Tenancy visits programme  

• We will seek to achieve efficiencies in the purchasing of goods and services, demonstrating our 

pledge to seek Value for Money (VFM) where possible  

• To hold regular business and performance meetings with our repairs contractor and other service 

providers who carry our work on our behalf  

• To attend all local and group TMO liaison meetings with Birmingham City Council  

• To continue to work closely with Birmingham City Council and West Midlands Police (Rose Road – 

Policing team) to tackle pockets of anti-social behaviour in our neighbourhood.  
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THE FINANCIAL PROCESS 

The four high rise buildings that incorporate 4 Towers TMO Ltd are owned by 

Birmingham City Council. The TMO has the responsibility through a Management 

Modular Agreement (MMA) to provide the following services: 

• Repairs 

• Caretaking and associated functions 

• Tenancy management (including anti-social behaviour) 

The TMO receive a quarterly allowance from Birmingham City Council to cover the cost 

of over-heads, contractors, staff wages and utility, to be spent in the interest of 

residents.  

Our outgoings are scrupulously examined on a regular basis to ensure the efficiency of 

all transactions and that Value for Money (VFM) principle is adhered to at all times. Full 

accounts are published every year and made available to members at the Annual 

General Meeting (AGM). 
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OVERVIEW 

4 Towers TMO is small in terms of number of properties we manage, however, 

our aims and aspirations for the future are big and forward looking. We are 

committed to the delivery of high quality services to our tenants/leaseholders. 

To develop and build new and strong relationship with other groups and like 

organisations. 

Our Tenant Quality Promise sets out our intentions to you and seeks to ensure 

that the outcomes are as positive as they can be. The basis of our 

achievements is based on good Governance, strong management, excellent 

working relationships with Birmingham City Council, our repairs contractors 

and partners, and our team of skilful and committed staff. 

ACHIEVEMENTS 

4 Towers TMO delivering on its promise to do all within it’s power to ensure 

that residents feel secure and is being listened to. Following consultation with 

residents at Kendal Tower we were given the go ahead to spend the money we 

receive from the Aerial fund to install CCTV. This installation is proving to be 

money well spent and already making a difference. 

After many months of making representations and lobbying by the Housing 

Manager on behalf of Kendal Towers’ residents, Birmingham City Council has 

finally started the much needed work to renew: 

• Soil and Vent Pipes (Kendal Tower) 

• Improvement works to the Lift  (Kendal Tower – completed) 

Birmingham City Council started work delivering on their Improvement 

Programme to renew all the communal landing lights to LED 

Getting involved – we have been able to attract new members to the board of 

management . 
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PERFORMANCE 2017/18 

Repairs and Maintenance 

Wrekin Housing Trust manage all day-to-day responsive repairs and also provide our out-of-hours service 

and emergency repairs.  
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4 Towers TMO and the Local Area 

4 Towers TMO, is an estate made up of 212 flats located over 4 High Rise buildings in Harborne, an area 

located in the South West of Birmingham. The area falls into the wider Birmingham Edgbaston voting 

district and has a population of roughly 25,000. 

The Victorian suburb has a busy high street located near the TMO with plenty of bus routes leading in and 

out of the city. The main routes going into the city are the 22, 23, 24, 29 and 29S; additionally, within a 15 

minutes’ walk of the TMO there is a train station that links into the City Centre as well as other suburbs of 

the city. As of March 2018 a poll by Seven Capital has voted Harborne as one of the best places to live in 

the West Midlands.  

Things to Do 

Locally there are the Botanical Gardens in Edgbaston which is a landscape natural site. There are also 

events on at the local University of Birmingham, most of which can be found on their website.  

Local Services 

Pool & Fitness Centre – Ladywood Road 

Cricket Club – Old Church Road 

Gold Club – Tennal Road  

Library – High Street 

Shops 

4 Towers TMO is a 5 minute walk from the main high street which has a range of food shops, charity 

shops, restaurants, bars and pubs; as well as the essential range of chemists, banks and a post office. 

Health 

Harborne Medical Practice and Lordswood Medical Group are the two doctor’s surgeries that cover the 

Harborne area both within walking distance of the TMO. Additionally, Harborne Dental Practice, Elmhurst 

Dental Practice and Cottams Dental, Implant and Orthodontic Practice are the dental surgeries that cover 

the Harborne area. 4 Towers is also closely situated to the Queen Elizabeth hospital which can be reached 

by car or by walking. 

Education 

There are four main primary schools within the area, one of which is an independent fee paying school. 

There are also four main secondary schools in the area, two of which are gender specific schools. Finally, 

the TMO is in close proximity to the University of Birmingham, a Russell Group university which also often 

runs events for the community.  
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PERFORMANCE 2016/2017 

Complaints 

We take complaints very seriously. We use our complaints data to make improvements on 

our services.  We have received 0 complaints related to the TMO in the last financial year.  

 

Quorate Board Meetings 

Empty Property Management 

There have been a total of 21  void properties this year, with an average turnaround 

period of 52 days. This time period is mainly the result of extensive repairs which needed 

to be conducted in several properties before they were considered fit to re-let. 

Additionally,  deceased tenants have frequently led to a protracted re-letting process as a 

result of probate issues. 
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PERFORMANCE 2016/2017 

Anti Social Behaviour 

 

 

 

 

 

 

 

 

 

100% of Category C ASB cases were responded to well within the timescales set by BCC.  
 

Estate Services & Caretaking 
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