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Welcome to the Autumn edition of Your
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Housing Partnership (BHP).

06. BHP tenant speaks
in Parliament
07. Leaseholder News
08. Health and Safety
09. Money Matters
10. Ask Barbara - Your
tenancy questions
answered
11. Our Say youth
column

info@bhphousing.org.uk

As you are aware, Brent Council has been
looking at future options for the borough's
council housing in order to provide the best
possible service for residents. In November
Brent Council's Cabinet made a
recommendation, subject to resident
consultation, to bring the housing service back
in-house. Read more on page 3.
Whatever the final outcome, BHP will
continue to build on the improvements we
have already made to our service over the
past year. We have been surveying our
customers on how we can improve further.
We held a door knocking survey over the
summer and you can read about how we
have acted on your feedback on page 4.
As winter rapidly approaches, we have put
together some useful tips to help you cut your
energy bills whilst keeping nice and warm
(page 9). You can also learn more about
an insulation project we are running on
Watling Gardens Estate in Kilburn (page 5)
to help residents on the estate to stay warm,
save money and protect the environment all at the same time!
In the lead up to Christmas, we are issuing a
reminder to keep up your rent payments.
It may be tempting to put rent payments out
of your mind while buying Christmas presents,

but you do not want to risk getting into arrears
and making unnecessary problems further
down the line. Remember you could risk
losing your home! You can now keep up to
date with your rent statements online via the
'My Account' portal on the BHP website.
If you haven’t registered already, you can
do so through our website
www.bhphousing.co.uk. Please contact
our Financial Inclusion Team by emailing
welfare.reform@bhphousing.co.uk
or calling 020 8937 2400 if you have any
concerns about your rent and would like
further information.
We really hope you enjoy this edition,
we would love to hear your feedback and
ideas for future editions. Please contact me
on communications@bhphousing.co.uk
or call 020 8937 2623.
From everyone at BHP, we hope you have a
Merry Christmas and a Happy New Year!
See you in 2017.

Ali Warburton
Editor, Your Voice

Christmas and New Year
office opening hours

Resource Reg. No. 2110

BHP’s offices will be closed
on the following dates over
the Christmas period along
with Christmas Day and
New Year’s Day which both
fall on a Sunday this year.
Monday 26 December
(Boxing Day): CLOSED

Tuesday 27 December
(Bank Holiday): CLOSED
Wednesday 28 December:
9am to 5pm
Thursday 29 December:
9am to 5pm
Friday 30 December:
9am to 5pm

Monday 2 January 2017
(Bank Holiday): CLOSED
If you have an emergency
during the days we are
closed or out of normal
office hours please call
020 8937 1234.

@BHP_Housing
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Future of council
housing in Brent
In the last edition of Your Voice we told you that Brent
Council was reviewing the options for council housing
in the borough.
This review is now over and in
November the council’s Cabinet stated
that their preferred option would be for
the services BHP provides to tenants and
leaseholders be brought back in-house,
subject to a 12 week consultation with
residents starting this month (December).
This would mean that the council runs
housing management directly.
The other options considered were to
continue with BHP on a reformed basis
or to set up a partnership with another
housing provider to deliver the service.
All 12,000 council tenants and
leaseholders will be invited to take part in
this consultation, the results of which will
then be considered by Cabinet and the
Full Council meeting who will make a final
decision on future housing management
service arrangements next year.
The council will be sending out
information on the consultation to all
tenants and leaseholders so look out
for these. There will also be
information on the council’s website
www.brent.gov.uk.

Joanne Drew, BHP's Board Chair, said:
"BHP will continue to work with the council
to secure the best possible outcomes for
current and future tenants and leaseholders
in Brent, and drive service improvements
during the consultation period. I'd like to
thank tenants, the staff team and the
Board - along with council colleagues for the
work to transform housing services so they
are fit for the future."
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Help shape our
services
Would you like to work with us to
monitor contractor performance
across all our main contracts,
for example repairs, planning
programme, cleaning, gas and
electrical? You will meet regularly
with contractors and BHP officers to
measure performance, customer
satisfaction and help shape service
improvements.
You will need to be able to attend
one meeting per month. Full training
will be provided along with out of
pocket expenses. If you think you
have the time to help make a
difference, please contact resident.
involvement@bhphousing.co.uk
or 020 8937 2576.

Cllr Harbi Farah, Brent Council's Cabinet
Member for Housing, said: "Our number
one concern is to look out for the interests of
Brent tenants and leaseholders and after
careful consideration, the recommendation
being presented to us is to bring housing
management back under direct council
control.

Handyperson
scheme for
vulnerable tenants

"I would like to take this opportunity to
thank everyone at BHP for their efforts over
the past 14 years. We hope to build on their
good work if we bring this service back in
house but we await the results of the
consultation with tenants and leaseholders
first, who deserve nothing but the best."

These are for repairs that are
outside what BHP would normally
offer to do.

Did you know we have a
Handyperson scheme available to
our vulnerable tenants?

For more information and use of this
service please contact our Customer
Service Team on 020 8937 2400.
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We’re acting on your feedback
We know how important it is that we listen to our customers, take your
views into account and act upon the feedback you provide.
Throughout the summer we continued to
seek your views on ways that we could
improve both the services we deliver and
the local areas in which you live. BHP staff
visited estates across Brent knocking on
over 700 doors and making face-to-face
contact with customers. The valuable
feedback we received was then collated
and the relevant teams have acted on the
issues raised by residents.
In addition to the face-to-face contact we
also continued our quarterly satisfaction
surveys, carried out over the phone with

customers. Each quarter 600 surveys are
completed giving us a clear picture on
how well we’re doing. When a BHP
resident expresses dissatisfaction with a
service area we will carry out another call
to find out how we can improve their
experience and enhance their opinion.
This ‘Hot Alert’ system helps us pick up
issues quickly and sort out the situation.

As part of our commitment to keeping
you informed, we will continue to keep
you updated throughout the year through
Your Voice magazine and on the BHP
website www.bhphousing.co.uk.

In early September we sent out our
customer annual report to all BHP tenants
and leaseholders. This document details
how we performed in the last year.

YOU SAID: You told us that
illegally parked cars were an issue
in your area.
WE DID: Working closely with
our colleagues in Brent Council
we arranged for enforcement
action to be taken against the
offending vehicles.
YOU SAID: You told us that
there were issues with grounds
maintenance.
WE DID: We have tasked
our contractors to raise the
standards and frequency of
grass cutting on our estates.
YOU SAID: You told us that you
found it difficult to contact your
Housing Officer.
WE DID: We’ve increased
Housing Officer availability both
in person and on the phone.

YOU SAID: You told us about
hot spot areas where fly-tipping
regularly occurs.
WE DID: We have carried
out work to restrict access to
problem areas. We also stepped
up our estate inspection regime.

YOU SAID: You suggested that you
would like us to organise summer
trips for all residents.
WE DID: We organised two
separate trips to Bournemouth
and Brighton in August/September
with over 300 residents attending.
YOU SAID: You told us that you
would like BHP staff to be more
visible on estates.
WE DID: We have carried out
door knocking exercises on six
separate locations and engaged
with over 200 residents.

@BHP_Housing
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Warmer and more energy
efficient homes for residents
on estate in Kilburn

Before

After

Residents in Kilburn can
look forward to warmer
and more energy efficient
homes thanks to a £4.45
million project.
Over the coming months BHP will be
working with British Gas and their
contractor Lawtech to improve the
energy efficiency and long term
maintenance of three tower blocks and
11 bungalows at Watling Gardens.
The project which began on site in
October, will see the installation of solid
wall insulation, upgrading of the district
heating system, replacement windows
and new flat roofs for 134 flats.

The work is being funded by Brent
Council and £2.4m of funding through
British Gas.
The properties in Watling Gardens have
been expensive to heat, due to a lack of
insulation and inadequate heating,
resulting in many residents suffering
issues with cold and damp.
Once complete, the scheme should help
residents cut their bills as they’ll be using
less energy and will find their homes
much warmer and more comfortable.
The work will transform the look of
the blocks with the external wall
insulation giving the tower blocks a fresh,
modern look.

New homes hit the Summit
In the summer issue of Your Voice we
handed over keys to the first new
council homes built in 30 years.
We are pleased to report that more
council homes are in the pipeline with
11 new flats due to be built in Summit
Court, Cricklewood in an area
formally filled with underused and
derelict garages.
New tenants will be able to enjoy
good views and spacious balconies
and there will be a new community
room for both new and existing
residents. There will also be an
improved landscaped garden with
play area.
To maintain privacy for existing
residents in Summit Court, windows
have been designed at an angle so that
they do not directly face the existing
block. In response to residents’

feedback, we have increased the
number of parking spaces for use by
existing residents.
Demolition of the garage area
started in November with the entire
development due to complete by
the end of 2017.
Naturally there will be some
disruption for residents whilst

construction work is underway so we
will be organising a ‘meet the
contractor’ event before the work
begins, which will provide a good
opportunity for residents to
understand the working arrangements
and engage with our chosen
contractor, Cosmur Construction.
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Fund to
help your
community
Every year BHP is
allocated cash to fund
community projects.
Known as the
Community Fund this
money can be used to
provide facilities or
activities which promote
good community
relations. Any group or
organisation that applies
could bid for up to
£5000 to deliver their
project.
This year the
Community Fund
helped Seymour
Court Residents’
Association arrange a
barbecue (pictured)
over the summer.
The deadline for the
next round of
applications is Monday
16 January 2017.
You can apply by
downloading a form
from our website
www.bhphousing.
co.uk.
You can also request a
form and more
information by emailing
the Community
Leadership Team on
resident.
involvement@
bhphousing.co.uk.

020 8937 2400
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BHP tenant shares his
story in Parliament
A young BHP tenant swapped
Stonebridge for Westminster
when he gave a talk at a
special photography exhibition
at the Houses of Parliament.
Peter Nugent shared his story alongside other
dynamic tenants and residents from across
England at the formal opening of the ‘Ordinary
People: Extraordinary Lives’ photography
exhibition which took place in October.
The exhibition was organised by the National
Federation of ALMOs (NFA) to celebrate the
lives of tenants and residents living within social
housing. Each person featured within the

exhibition makes a really positive and meaningful
contribution within their neighbourhoods and
communities, and each has an extraordinary
story to share.
Peter was brought up in Stonebridge and is now
working as a Bridge Engineer after graduating
from Imperial College London. He got involved
with BHP through the BHP Youth Editorial
Board and is now a BHP Board Member. He
said: “It’s a huge honour to be included in this
exhibition alongside so many great people. I’ve
always tried to give back to my community in a
positive way and it’s great to see how others are
contributing across the country in so many
different ways.”

Love your home or
community?
The NFA has launched a new competition
called ‘Our House Our Street: the place we
call home’ with the aim to promote positive
images of our homes and communities. If
you would like to take part, please email
communciations@bhphousing.co.uk
or call 020 8937 2623.

Proud to be a Leader in Diversity
BHP has successfully retained the Leaders in
Diversity accreditation. The quality mark
demonstrates BHP’s commitment to
embedding Equality, Diversity and Inclusion
(EDI) in service delivery and the workplace.
As part of the assessment, the National Centre
for Diversity worked closely with the BHP
Senior Management Team to develop the
embedding of EDI from the top.
The assessment also involved a focus group
with customers and staff. The assessor, Asari St.
Hill said: “It is a real pleasure to visit an
organisation where it actually does ‘live and
breathe’ a positive attitude to EDI issues.
This can be seen from the most junior staff,
right through to the senior leaders, in the role
the residents’ play, the data collected and used
and in how BHP engages external stakeholders.
Overall, BHP is a good role modelling
organisation.”

BHP first gained the accreditation in 2013
and the prestigious award places BHP amongst
the best organisations on EDI practice in
the country.
Rowann Limond, Interim Managing Director
at BHP said: “We’re so proud that we have
retained this prestigious accreditation. We are
committed to equality, diversity and inclusion at
BHP and it influences and shapes our services and
everything we do.”

@BHP_Housing
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LeaseholdNews

Are you making
alterations to your
home?

“As a Brent Council leaseholder
your lease says that you must
not carry out any structural
work or alterations to your
property until you have
landlord's permission (through
BHP) in writing.”

Building
insurance
As a condition of your
lease, BHP takes out
building insurance cover
for your property,
the cost of which is
covered in your yearly
service charge.
The policy we have
taken out insures the
building you live in, up to
the replacement value of
your home.
For most claims you will
have to pay an excess.

If you own a property, it is likely that you will eventually
want to or need to make improvements to it.
As a Brent Council leaseholder your lease says
that you must not carry out any structural work
or alterations to your property until you have
landlord's permission (through BHP) in writing.
You may also require a Licence of Alterations to
be completed.
The sort of work that needs permission
includes:
• Replacing windows
• Redecorating the outside of your property

•
•
•
•

Building an extension
Removing walls or a chimney breast
Disconnecting shared heating
Converting a loft.

Each case is judged on an individual basis.
When you have BHP's permission, you must
keep to any planning and building regulations,
the current standards of the gas, water and
electricity companies, and any conditions
attached to the permission itself.

In the event of damage
within a leasehold
property, you should
contact us so that you
can tell us of any damage
to the main structure of
the building and we will
arrange for emergency
repairs to be carried out.

Home contents
insurance
Building insurance does
not cover the contents
of your home. This is
your responsibility and
you are strongly advised
to make your own
arrangements.

Making an application for alterations:
Please go to www.smartsurvey.co.uk/s/
Applicationforlandlordsconsenttoalterations and
complete the application form.

For advice and information please contact our Leasehold
Management Team by emailing leaseholders@
bhphousing.co.uk or calling 020 8937 2601.
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HEALTH & SAFETY
Tree Maintenance
BHP provides a service to maintain trees in
communal areas on our estates.
The health and safety of our residents is a
priority for us, and we have a robust regime
of inspection and maintenance of trees across
our estates.
However, please remember that under your
tenancy terms and conditions, you have the
responsibility to maintain any trees, plants and
shrubs within your own garden.

If you are aware of a tree which you think is
a health and safety risk, you can report it
online or by contacting the Customer
Response Team on 020 8937 2400 or
repairs.centre@bhphousing.co.uk during
office hours, Monday to Friday, 9am to 5pm.
If the emergency is outside office hours,
please contact the Emergency Standby Team
on 020 8937 1234.

Fight damp and
mould with these
top tips
Keeping you
protected
from fire
You might be able to get help with fire protection thanks
to a special scheme run by London Fire Brigade.
The fire service works closely with communities to make
London a safer place to live, work and visit.
If you have friends, family or neighbours that could benefit
from fire safety advice then we can arrange fire safety
visits. The Fire Brigade are particularly keen to visit older
or vulnerable people as they are more likely to be hurt in
a fire.
For more information on the criteria and if you might
qualify for help call 08000 28 44 28 or
email BHPHealthSafety@brent.gov.uk

Tell us about risks
If you see a fire risk in your neighbourhood please contact
our Customer Response Team on 020 8937 2400.

No one wants to live in a damp home. Damp can cause mould
on walls and furniture and cause wooden window frames to rot.
It's also unhealthy.
• During winter months and cold snaps keep a constant
temperature of above 18 degrees in your home.
• Treat existing areas of mould growth with fungicidal washes.
Mould does not grow on dry surfaces so it is really important
that you wipe off any condensation from your windows or
surfaces every morning to stop mould growing.
• Keep doors closed while cooking or taking a bath/shower.
After taking a bath or shower there will be excess moisture in
the air. To stop condensation forming, keep the bathroom
windows open and extractor fans turned on.
• Reduce moisture in your home by avoiding drying clothes
inside. Dry clothes outside if you can. If you can’t, put them in
a closed room and keep the window open.
• If you use a tumble dryer make sure that the ventilation pipe
runs to the outside your home.
• Air your home by using extractor fans and trickle vents if your
home has them. Keep your home well ventilated by opening
windows every day to ensure regular air changes. You should
also make sure that trickle vents in your windows are open to
allow additional airflow. If you have condensation on your
window it is likely that it will be elsewhere in your property.
For more information and a video on hwo to tackle mould and
damp please visit www.bhphousing.co.uk

@BHP_Housing
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MONEY MATTERS
Don’t risk
your home Remember
to pay your
rent
With Christmas on the
way and with so many
other pressures to
spend money, it’s very
important to budget for
your rent payments.

Cut your bills and
stay warm
Did you know there are many easy ways of
saving energy?
Below are some useful tips for you to try at
home (courtesy of the Energy Saving Trust).
• Turn your thermostat down. Reducing your
room temperature by one degree celcius
could cut your heating bills by up to 10%
and typically saves around £50 per year.
If you have a programmer, set your heating
and hot water to come on only when
required rather than all the time.
• Is your water too hot? Your cylinder
thermostat should be set at 60
degrees celcius.
• Close your curtains at dusk to stop heat
escaping through the windows and doors.
• Always turn off the lights when you leave
a room.

• Don't leave appliances on standby and
remember not to leave laptops and mobile
phones on charge unnecessarily.
• If possible, fill up the washing machine,
tumble dryer or dishwasher: one full load
uses less energy than two half loads.
• Only boil as much water as you need
(but remember to cover the elements if
you're using an old fashioned electric kettle).
• A dripping hot water tap wastes energy
and in one week wastes enough hot water
to fill half a bath, so make sure they're fully
turned off!
If you would like to check whether you could
save money by switching your energy supplier
or tariff please visit the USwitch website
www.uswitch.com.

If you are experiencing
difficulties paying your
rent, please contact
BHP immediately on
020 8937 2730.
We can offer budgeting
support and put you in
touch with other
specialist services who
may be able help.
Remember that not
paying your rent could
mean that you lose
your home.
So remember,
make rent the first
bill you pay.
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Ask
Barbara

Barbara Rowe, Head of Neighbourhood
Services, has the answers to your
commonly asked tenancy questions

Barbara Rowe

What is an
introductory
tenancy?

Can I pass my
tenancy on to
someone else?

All new tenants are given a 12
month introductory tenancy.
After 12 months you will become
either a secure tenant or a secure
flexible tenant provided you have
not broken any of the tenancy
conditions.

Yes you can through succession or
assignment.

?

As an introductory tenant,
you cannot:
• Buy your home
• Vote to change your landlord
• Exchange your home
• Take in a lodger
• Make any alterations to
your home.
We will make two new tenancy
visits in the first year.
If you do break the conditions we
can end your introductory
tenancy or extend it for another
six months. You can challenge
this decision.

?

What is a secure
tenancy?

A secure tenancy does not have
an expiry date and it continues
from week to week until you or
we end it.
As a secure tenant you can:
• Pass on your tenancy when
you die if haven't inherited the
tenancy yourself
• Exchange your home with
another tenant
• Buy your home (if you are a
council tenant)
• Repair your home if we fail to
do so
• Improve your home
• Be consulted.

?

Succession is when a secure
tenancy is passed on following
the death of the original tenant to
someone who is entitled to inherit
it. A surviving joint tenant
becomes the sole tenant following
the death of the other joint tenant
(known survivorship).

improved fittings when you leave.
You are also responsible for
clearing all your belongings from
your home before returning your
keys. If you do not move all your
belongings, BHP will charge you
for clearing them and they may be
sold or destroyed.
Please note that before you move
out a Housing Officer will inspect
your property and inform you
of what you need to do before
you leave.

What are my
responsibilities as a
tenant?

?

Assignment is the means by
which a tenant can, during his/
her lifetime, transfer his/ her
secure tenancy to someone else.
It is important to remember that
following an assignment the
original tenancy still exists just
with a new person.

BHP provides you with a place to
live you can call home. In return
you will pay your rent, look after
your home and treat your
neighbourhood with respect.

Only one assignment or
succession can take place for
each council tenancy.
The only exceptions to this is
during a mutual exchange.

What happens if a
joint tenant wants
to end a tenancy?

?

How do I end my
tenancy?

It is important that you sign a
tenancy termination form,
otherwise you will continue to be
charged rent on your old home.
Normally a tenant can only end
their tenancy by giving four
weeks written notice, ending on
a Sunday.
All rent due must be paid in
full by the end of the tenancy.
Return your keys to the Brent
Civic Centre before 12 noon on the
Monday after your tenancy ends.
If you do not, you will continue to
be charged rent.
You will be required to restore
any original fixtures and fittings
if you have removed any

?

If you are joint tenants and one of
you ends the tenancy, the whole
tenancy comes to an end. BHP on
behalf of the council will consider
allowing the remaining joint
tenant to stay under a new
tenancy agreement but that
depends on the circumstances of
each case, and should not be
assumed.
For example, in cases of domestic
violence we will not allow the
perpetrator to remain in the
dwelling.
All information on tenancies
can be found on our website
www.bhphousing.co.uk

@BHP_Housing
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Be cautious with
social media
Imagine how hard it must have been for our ancestors
to communicate having to actually write and send
letters. Social media has made communicating so much
easier. But are we benefiting?
Overall I think so. Social media provides a cheap way to update
loved ones in different countries. Therefore, long distance
relationships can be sustained. News used to take a long time to
spread so that by the time it arrived it was already out of date.
Now with social media, news can spread instantly.
However, there is a dark side to social media. It is misused and
there have been many cases of cyber bullying where people are
stalked by taunts and abuse. Also, the epidemic of sexting has
resulted in humiliation following victims in everyday life. Both
situations have led to devastating consequences such as suicide.

Furthermore, people may use social
media as an excuse not to make real
life connections which could actually
lead to isolation. In fact, both anecdotal
and research evidence suggests that
limiting social media has a positive
effect on psychological well-being.
Using social media is inevitable
these days. However, it's important
to be cautious.

By Linda M
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Changes to staffing at South Kilburn office
If you need to visit the South Kilburn
office, there has been a slight change in
staffing and availability since Monday 5
December.

The timings have been changed to:
• Housing Officers (Tenancy)
Mondays, 9am to 1pm and
2pm to 5pm

• Financial Inclusion Team
Tuesdays, 9am to 4pm
• Rents Team
Thursdays, 9am to 1pm.

Translations

BHP Services

This is Brent Housing Partnership’s magazine, Your Voice.
Please contact Communications on 020 8937 2363 if you need help to
understand this document.

You can report non-urgent repairs,
pay your rent and other queries online
at www.bhphousing.co.uk
You can also contact the BHP
Customer Response Team between
the following hours:
• Monday to Thursday 8am to 6pm
• Friday 8am to 5pm
If you have a repair you can contact the
Customer Response Team by emailing
your repair details to
repairs.centre@bhphousing.co.uk
If you have a complaint or
compliment you can email
BHP.Complaints@bhphousing.
co.uk
For general enquiries please
email info@bhphousing.org.uk or
call 020 8937 2400.
If you have an urgent problem
outside our office times, please call
our out-of-hours service on
020 8937 1234.

Contact us
If you would like to contribute to
the next edition of Your Voice,
please contact:
If you would like a copy in a larger print, please contact Communications
on 020 8937 2363.

How and where to pay your rent
Direct Debit:
Mandates are available from
your housing officer, any
One Stop Service or online
at www.bhphousing.co.uk

Standing Order:
Forms available from
any One Stop Service
or online at
www.bhphousing.co.uk

PayPoint:
At any shop, petrol station,
newsagent or outlet
displaying the PAYPOINT
double PP sign. If your card is
lost or damaged you can get
a replacement from BHP by
calling 020 8937 2480.
Please keep your PayPoint
receipts as proof of payment.

Credit Card Hotline:
By debit or credit card
on 020 8937 1717
Post Office:
At any branch using your
PayPoint card, debit card,
cash or cheque.
Cheques must be made
payable to Post office Ltd.

Communications
6th Floor, Brent Civic Centre,
Engineers Way, Wembley, HA9 0FJ
020 8937 2363/2623
communications@bhphousing.co.uk
Follow us on Twitter
@BHP_Housing
Like us on Facebook
www.facebook.com/
brenthousingpartnership/

Brent Civic Centre, Engineers Way,
Wembley, HA9 0FJ
www.bhphousing.co.uk

