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Welcome to your New Home
“We have produced this Tenancy Guide to help you settle in to your 
home and to become familiar with the services provided by Brent 
Council (Housing Management). This is a reference guide for you to 
use as and when you need to. 

“The guide explains more about Brent Council, our services and 
what standards you can expect from us. It also 
contains information about your responsibilities as a tenant.  

“We want you to enjoy security and comfort in your home. If you 
need our assistance please get in touch and we will do our best to 
help in a way which demonstrates fair and honest treatment of all 
those using our services.

“I hope this Tenants’ Guide is helpful to you and we wish you well in 
your new home.”

Hakeem Osinaike, Operational Director of Housing
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About Brent Housing 
Management Service
Welcome to your new home and your Tenants’ Guide.

Brent Council (Housing Management) is responsible for the day-to-day management of housing services 
to approximately 9,000 council tenants and 3,000 leaseholders. 

We are committed to investing in homes and communities to improve the quality of life for residents. 
Our staff are dedicated to helping you and will provide support and assistance where it is most needed. 
In order to provide the best possible service, we need your help to ensure that your rent is paid on time 
and that you look after your home and neighbourhood. 

We believe that involving our customers in how the service is organised and run will help us to achieve 
our objective of delivering a first class housing management service. There are many different ways that 
you can get involved in our services. If you would like to know more please contact your Housing Officer 
or the Community Leadership Team on 020 8937 2400.
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Equality and Diversity
Brent Council is committed to promoting equality and diversity in the delivery of our 
services to ensure equality of opportunity is offered to all customers in line with the Equality Act 2010. 
The act legally protects people from discrimination in the provision of services or in the workplace. 

We will ensure that no one is discriminated due to their protected characteristic by; age, disability, 
gender reassignment, pregnancy or maternity, marriage or civil partner ship, race, religion or belief, sex 
or sexual orientation. We seek to be an inclusive and a diverse organisation for our current and future 
residents to ensure they are treated fairly, receive equal services and opportunities regardless of their 
protected characteristics.
 
Our staff value and understand our commitment to all our customers and the work we need to do to 
provide inclusive services. We are committed to monitoring the way services are provided ensuring that 
equality, diversity and inclusion is at the heart of everything we do. All organisations providing public 
services are expected to check that their existing and new policies and strategies do not have a negative 
effect on any group of people. We will carry out our own equality analysis and take action to prevent 
discrimination.

We will:
• Implement good practice in the delivery of equality of opportunity when updating our policies and 

reviewing our practices
• Promote equality of opportunity across the protected groups in addition to family circumstances, 

health, and socio economic status
• Ensure that engagement and consultation forums are inclusive and representative of all groups
• Provide access to all our services and tailor services accordingly to meet the needs of customers from 

the protected groups
• Encourage underrepresented groups and individuals who are disadvantaged in access to housing 

and employment, to apply for suitable homes, jobs and work contracts
• Monitor across the protected groups all applicants for jobs and housing
• Provide equality and diversity training to all staff.
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Our Commitment to Customers 
All our customers will receive consistently excellent standards of customer service. These standards will 
ensure that all of our diverse community, including those with special needs, have full access to all areas 
of service delivery. Brent Council is committed to ensuring that customer service excellence is integral to 
the planning, resourcing, and delivery of all services.

Through our Customer Charter, we aim to:

 • Deliver our ‘Customer Promise’
 • Value and respect our customers
 • Adhere to our policies and meet our service standards
 • Keep promises and manage expectations
 • Keep customers informed
 • Respond quickly when things go wrong
 

Customer satisfaction

We monitor our services to measure standards and carry out consultations with our residents through 
surveys, tenants and residents’ associations and other tenant management organisations. We always 
strive to improve and welcome customer comments and ideas on how to progress matters.

https://www.brent.gov.uk/your-council/about-brent-council/customer-services/brent-customer-services/
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Your Rent
Calculating your rent

The terms and conditions of your tenancy agreement sets out Brent Council’s responsibilities and your 
responsibilities for paying your rent. A copy of the terms and 
conditions will be handed to you when you sign your 
tenancy agreement.

Brent Council is responsible for setting the level of your rent. 
Your rent is based on the value of your home, average 
income for the area, and the council’s overall budget. All 
council homes have been given a value which is based on 
the amount it would have cost to purchase the property in 
January 1999.

The higher the value of your property the higher the amount of rent you will pay.

As well as the ‘net rent’ the rent which you pay may include service charges e.g. grounds maintenance 
and cleaning. Tenants on low incomes can obtain housing benefit for their net rent and certain service 
charges. 

Other items which may be added to your rent, but do not attract housing benefit, include:

• A heating charge, providing you have a council-supplied heating system in your property. These 
• systems usually provide hot water and heating
• Water charges. These pay for the supply of water and the council collects them on behalf of your 

local water company
• Voluntary charges e.g. insurance and garage rental.

Paying your rent

Your rent is payable weekly in advance, but of course you can pay further in 
advance if you wish. Rent is due every Monday for the week to come and you 
need to ensure that you allow at least three working days for the payment to 
reach your rent account.

You can pay your rent by the following methods:

ONLINE: You can pay your rent online using your debit or credit card (American Express or Diners Club 
cards are not accepted). Please ensure you have your 13 digit rent account payment reference number to 
hand. Follow instructions on screen from the Brent Housing Management homepage 
www.brent.gov.uk/housingmanagement

BY DIRECT DEBIT: This is an instruction to Brent Council to instruct your bank or building society to pay 
your rent. Any variation to the original instruction will be notified to you seven days prior to any change. 
If you want to use this method of payment, contact the Rent Accounting Team by calling 020 8937 2480 
and request a Direct Debit Mandate.

BY STANDING ORDER: This is an instruction to your bank or Post Office to make a regular payment to 

http://www.brent.gov.uk/housingmanagement
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the council from your bank account. If you want to use this method of payment, contact your Income 
Management Officer by calling 020 8937 2400.

AT PAYPOINT: You can pay at convenience stores, newsagents, supermarkets and service stations where 
you can see the Paypoint sign. You can use your Paypoint card or your barcode letter. Paypoint agents 
only accept cash. Please keep your receipt as proof of payment.

AT ANY POST OFFICE: Using your barcode letter together with your payment which can be cash or 
cheque. Please make any cheque payable to Post Office Ltd and remember to write your rent payment 
reference number on the back of your cheque.

BY DEDUCTION FROM YOUR INCOME: If you are an employee of Brent Council, you can have your rent 
deducted from your pay. Please ask your Income Officer if you want to use this method.

BY DEBIT OR CREDIT CARD: You can pay by debit or credit card by phoning our 24 hour credit card 
hotline on 020 8937 1717. Please ensure that you have your 13 digit rent account payment reference 
number to hand.

Rent account statement

Brent Council sends all tenants a rent account statement every three months. This is similar to a bank 
statement, showing your weekly rent and the amounts paid to the council. It also shows the balance. 
This will either be the amount that you owe to the council or it will be the amount that your account is in 
credit when you have paid your rent in advance or have received a refund. If you have any queries about 
your rent account statement you should contact your Income Management Officer.

My Account
 
My Account is a safe and flexible way to access Brent Council services online. Creating an account is easy 
and simply requires an email address, to use as a login, so we can send you details on how to activate 
your account. Once you have registered and activated your portal account you can register to access a 
variety of services areas including housing rents account. You will be able to check your rent statements 
and make payments online.

Refunds

If you pay a heating charge in your rent and your heating breaks down for more than 48 hours, you are 
entitled to a refund from the date you reported the fault. Please ensure you contact the Customer 
Response Team on the same day the fault occurs.

Rent increases

All parts of your rent are subject to increases from time to time. In the case of your net rent, Brent Council 
has to give you four weeks’ notice of any increase. Brent Council will also endeavour to give you advance 
warning of changes in any other charges which are payable as part of your rent.
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Falling behind with your rent

If you are having problems paying your rent, contact your Income Officer immediately. The staff will 
discuss how any arrears can best be tackled, and will also be able to check whether you are claiming 
the benefits to which you are entitled.  You could be referred directly an adviser at Citizens Advice Brent 
(CAB) for impartial money advice and debt counselling.  If your arrears continue to increase, Brent 
Council will take court action to recover the money you owe, and you could lose your home. If you are 
evicted from your home because of rent arrears, it is likely that you will not be re-housed by any council.  

Remember: If you are a joint tenant you are each responsible for all the arrears - not just for a share of it.
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Financial Support and Benefits
If you are on a low income, or suffering financial hardship, you could improve your circumstances by 
applying for cash help through the benefits system. You don’t have to be out of work to receive help, and 
you could qualify for more than one benefit.

Some of the benefits you may be able to claim are shown below. For a comprehensive list, and a full 
explanation of how you qualify, you should contact your local Job Centre Plus, advice agency or speak to 
your Income Officer.

Housing Benefit

Housing Benefit is a payment which helps people to pay their rent. Administered by Brent Council, it is 
paid directly into your rent account. It does not cover water charges, heating charges and certain service 
charges.  If you are in receipt of Universal Credit then you will not be entitled to any housing benefit as 
you should receive an element of housing costs as part of your Universal Credit award.

Your entitlement to receive Housing Benefit depends on your income, the size of your family; your 
savings and how much rent you pay. You do not have to be out of work or receiving another benefit to 
claim. You can claim Housing Benefit online by visiting the council’s website www.brent.gov.uk.  

If you think you may be entitled to Housing Benefit, make your claim as soon as possible, claims cannot 
be backdated unless there is a good reason for a late claim. Contact your Income Management Officer or 
the Brent Council Benefits Service for further information.

Job Centre Plus (Department for Work and Pensions)

You will find the addresses of all Job Centre Plus offices covering the borough listed below. Look for your 
postal district. Some postal districts are covered by two offices, in which case you can choose the office 
which is closest to your home:

• NW2, NW6 & NW10 Job Centre Plus, Chancel House, Neasden Lane, London, NWIO 
Telephone: 0345 604 3719

• NW9 Job Centre Plus, 10 Finchley Lane, Hendon, London, NW4,  
Telephone: 0345 604 3719

• NW10 Job Centre Plus, Harlesden House, 161 High St., London, 
NWIO,  
Telephone: 0345 604 3719

• HAO & HA9 Job Centre Plus, 6 St Johns Rd Wembley, Middlesex, 
HA9 7JD 
Telephone: 0345 604 3719

Telephone enquiries to the Neasden and Harlesden Benefit Offices 
are handled by the enquiries unit based in Belfast. All calls to these 
numbers are charged at the local rate.

mailto:www.brent.gov.uk
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Useful telephone numbers

Benefit enquiry line - For people with disabilities or for people who require some assistance with
translations: 0800 882200
Disability Allowance enquiry line: 0345 605 6055
Attendence Allowance enquiry line: 0345 605 6055

Income support

If you are unemployed or employed part-time, you may be able to receive Income Support from the 
Department for Work and Pensions. This benefit is paid to help with general living expenses. You may 
qualify for Income Support if you meet all the specific conditions including:

• You and your partner have no income or a low income
• You work less than 16 hours a week
• You have not signed on as unemployed
• The actual amount you get depends on your circumstances. You can claim Child Tax Credit if you 

claim Income Support and have children

If you qualify for Income Support, you can claim other benefits too. These include loans, free school 
meals and school uniform grants for your children and free dental treatment and eye tests.

Child tax credit and working tax credit

You could get Child Tax Credit for each child you’re responsible for if they are: 

• Under 16 or if they are under 20 and in approved education or training
• You don’t need to be working to claim Child Tax Credit
• You get money for each child that qualifies and Child Tax Credit will not affect your Child Benefit
• How much you get depends on your circumstances
• Only one household can get Child Tax Credit

If you are ill or disabled, Employment and Support Allowance (ESA) offers you:

• Financial support if you’re unable to work
• Personalised help so that you can work if you’re able to
• You can apply for ESA if you’re employed, self-employed or unemployed
• You might be transferred to ESA if you’ve been claiming other benefits like Income Support or  

Incapacity Benefit. 

Benefit deductions

If you are experiencing problems in budgeting for rent and/or fuel ask your local Department for Work 
and Pensions office about direct payments or contact your Income Officer for advice. The council can ask 
the Department for Work and Pensions to make deductions from payments which you receive to cover 
rent arrears and your current rent if you owe more than four weeks full rent.

Please note that the rules concerning individuals’ entitlement to benefit are subject to regular revision. 
Please contact Brent Benefit Service or your local Department for Work and Pensions for up-to-date 
information about the financial assistance to which you may be entitled.
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Financial inclusion

Financial Inclusion is where people have access to appropriate and affordable financial products and 
services, and have the skills and confidence to use them for example, bank accounts and insurance 
services.

The Financial Inclusion Team assists residents to ensure that they are not financially excluded.  By 
maximising residents income the team will ensure that residents are receiving all the benefits they are 
entitled to from Brent Revenue and Benefits, (Housing Benefit/ Local Welfare Assistance), Her Majesty’s 
Revenue and Customs, (Working Tax Credits/Child Tax Credits) and the Department of Work and Pensions 
(For other benefits including Universal Credit* and Personal Independence Payment).

Universal Credit is replacing the six benefits listed below. You may be able to claim Universal Credit if you 
are on a low income, or out of work:

 • Jobseeker’s Allowance 
 • Housing Benefit 
 • Working Tax Credit 
 • Child Tax Credit 
 • Employment and Support Allowance 
 • Income Support

You don’t need to do anything if you’re already claiming any of these benefits as you will be told when 
Universal Credit will affect you.

The Financial Inclusion Team can also signpost you for expert advice regarding financial health-checks, 
budgeting, money management and debt advice.  Details of all income and outgoings will need to be 
provided in order for accurate assistance to be given.

Residents are encouraged to visit the Brent Civic Centre where Financial Inclusion Officers will be able to 
assist with the above and they also operate a surgery at the South Kilburn Office, Community Resource 
Centre, William Dunbar House, Albert Road, Kilburn, London, NW6 5DE, every Tuesday from 9.30am to 
1pm and 2pm to 4.30pm.  This is a drop in service, however appointments can also be made. 

If you would like any further information or assistance with your finances, the Financial Inclusion Team 
can be contacted on 020 8937 2790 or via email:  housingmanagement@brent.gov.uk

mailto: housingmanagement@brent.gov.uk
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Repairs to your Home 
Reporting repairs

You must tell the Customer Response Team (020 8937 2400), without delay, if there are any faults in your 
home which the council is obliged to repair. This is your responsibility under your agreement.

You can now report a housing repair 
online via our website 
www.brent.gov.uk/housingmanagement. 
This enables you to report non-emer-
gency repairs to your home. This service 
allows you to diagnose what the problem 
is through a series of diagrams on-screen 
and report them directly to us.

When you report a fault, if it is Brent 
Council’s responsibility to repair, a works 
order will be raised and you will receive 
confirmation, by text message (if you have 
provided us with your mobile number), of the repair to be carried out, the details of the contractor 
allocated to carry out the repair, the timescale in which the repair will be completed and, if appropriate, 
the appointment date and time slot that the repair will be carried out. 

Out-of-office hours emergency repairs

If an emergency occurs outside office hours you should telephone 020 8937 1234. You should give your 
name, address, contact telephone number and the nature of the fault.

Please note that this service is available for emergencies such as flooding or major electrical faults in 
order to make safe only. Brent Council will take action to remove danger and prevent further damage to 
property. It will also take action to safeguard people at risk e.g. vulnerable people.

My Account
 
My Account is a safe and flexible way to access Brent Council services online. Creating an account is easy 
and simply requires an email address, to use as a login, so we can send you details on how to activate 
your account. Once you have registered and activated your portal account you can register to access a 
variety of services areas including Brent Council’s housing rents account. You will be able to follow your 
repair and access your repairs history.

Communal heating systems - Failure of heating or hot water 
supply

If your heating and/or hot water is provided on a communal heating system by the council, and is paid 
for as part of your gross rent, you may apply for a rebate in your rent if it fails for a period of more than 48 
hours (this will not affect any other legal rights or remedies which you may have).

http://www.brent.gov.uk/housingmanagement
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Damage to your property

You are responsible, for any damage to your home caused by you, members of your household, or your 
visitors. You must pay us for any damage to your home. If you fail to carry out this work the council can 
give you a notice requiring you to carry it out and, if you fail to do this, the council can enter your home 
to carry out the work and charge you a reasonable sum for it.

Vandalism or burglary

If you require a repair as the result of a burglary or vandalism you must provide the crime reference 
number supplied by the Police when the crime was reported. Otherwise you may be charged for the 
repair

Your right to a repair

As part of the government’s Citizen’s Charter scheme, a  ‘right to repair’ scheme was introduced for all 
council tenants in April 1994. The scheme makes sure that certain small urgent repairs (up to the value 
of £250) which might affect your health, safety or security are done quickly and easily. The council has a 
legal responsibility to carry out these repairs within a certain time.

The repairs included in the scheme are called ‘qualifying repairs.’  These are set out in the table on the 
next page along with the number of working days within which the council must ensure that they are 
carried out. 

If the contractor does not carry out your repair within the specified period, you should contact the 
Customer Response Team and ask them to get a second contractor to do the work. If the second 
contractor also fails to complete the repair on time, you will get £10 compensation. For every extra day 
you wait you will receive another £2, up to a total maximum of £50 for any repair. However, if you owe 
the council any money e.g. in respect of rent, this will be deducted from your compensation.

Please note that you will not be eligible to claim if the work costs more than £250. Also, any delay caused 
by your failure to allow the council to inspect or carry out the repair could affect your ‘right to repair’.

Qualifying repairs
Type of defect requiring repair Days
Total loss of electric power 1
Partial loss of electric power 3
Unsafe electrical fitting 1
Total loss of water supply 1
Partial loss of water supply 3

Total or partial loss of space or water heating 
between 31 October and 1 May

1

Total or partial loss of space or water heating 
between 30 April and 1 November

3
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Blocked or leaking foul drain, soil stack or (where 
there is no other working toilet in the 
dwelling-house) toilet pan

1

Toilet not flushing (where there is no other toilet in 
the dwelling)

1

Blocked sink, bath or basin 3

Tap which cannot be turned off 3
Leakage from water or heating pipe, tank or 
cistern

1

Leaking roof 7
Insecure external window, door or lock 1
Loose or detached banister or hand rail 3

Mechanical extractor fan in internal kitchen or 
bathroom not working

7

Appointments

When you report a fault you will be informed when the repair will be carried out. You will be issued with 
a confirmation text message, for all non-urgent repairs we agree to do, within 24 hours of reporting the 
repair. If you do not receive confirmation within this time please inform our Customer Response Team. 
If the repair is given Priority 3 (see page 16) an appointment will be made with you. We will arrange an 
appointment to suit you to carry out the repair.
 
If the contractor fails to keep an appointment we will arrange a second appointment. If the second 
appointment does not result in the repair being completed,  you can claim compensation (£10). If the 
contractor does not arrive within two further hours where the repair is urgent, you can claim 
compensation (£10).  The £10 will be credited to your rent account. However, if the repair has arisen as a 
result of misuse or accidental damage, this cost will be offset against the cost rechargeable to you and, 
therefore will not be credited to your rent account. This payment does not affect your statutory rights. If 
your account is in credit you can request the compensation to be sent to you, where the repair has arisen 
as a result of normal wear and tear.
 
If a surveyor needs to inspect the problem before a repair can be ordered, an appointment will be 
arranged with you. Within five working days of this appointment the surveyor will decide what work 
needs to be done, raise the necessary works orders and write to you with confirmation of the timescale 
within which this work will be carried out.

Priority codes

Each repair is given a priority code to indicate how quickly it will be carried out. The priority will depend 
upon the nature of the fault and the possible risk to the health and safety of the occupants of the 
premises. The priority codes and the target times for completing the repairs are set out below, along with 
each type of repair.
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CODE TARGET COMPLETION TIME REPAIR EXAMPLE

ECO Out-of-hours emergency - 
Attend within two hours and 
complete such work as is 
required to make the building
safe and secure within four 
hours. 

Serious water leak or forced
entry for older vulnerable person

1 Emergency - Attend within two 
hours and complete such work 
as is required to make safe and 
secure within four
hours. 

Total loss of electrical power

2 Urgent - Attend and complete 
within 3 working days of date of 
issue

Re-glaze clear glass up to
0.5 square metres

3 Attend by appointment and
complete within 20 working days 
of issue

Carry out repairs to kitchen units

4 Attend by appointment and 
complete within 60 working days

Renew fence, erect scaffold, 
repair roof

Although recommended priorities are given, a repair may be upgraded where the circumstances merit 
more urgent attention such as:

• There is a risk to health and safety
• The home is occupied by someone who is an older person or disabled
• There is a child under six months living in the property
• There is risk of major damage to the fabric of the property.

For repairs which are not emergency works, we will arrange an appointment to suit you. We guarantee to 
turn up when promised. 

We aim to carry out repairs on one visit, but sometimes work will take longer - for example, when we 
have to order special parts, or when the contractor needs authorisation to carry out additional work. In 
these cases we will tell you what the delay is and how long you will have to wait. Where a second visit is 
needed, our contractor will arrange follow-up appointments with you.

A Repairs Surveyor may need to visit your home before a repair is carried out, in which case we will 
arrange an appointment at a time which is convenient for you.

Please make every effort to stay in if you have booked an appointment. Let us know if you can’t keep an 
appointment. If you’re out when we call, we will leave a card to tell you we’ve been. Ring the number on 
the card to arrange another visit.
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Customer satisfaction

We aim to provide a quality service which gives our customers no cause to complain. If, for any reason, 
you are dissatisfied with any aspect of the repair service you should contact the Customer Response 
Team to report your dissatisfaction. Complaints will be dealt with as a matter of priority. If you remain 
dissatisfied you can request that a formal complaint is recorded via the Customer Response Team on 020 

8937 2400 or email the Complaints Team housingmanagement@brent.gov.uk.

Improvements

All secure tenants have a right to carry out improvements and make alterations to their home providing 
Brent Council’s permission has been obtained first. Tenants are responsible for the repairs and 
maintenance of all improvements and alterations. The following list provides examples of home 
improvements:

• Installing a shower or central heating
• Fitting double glazing
• Fitting gas or electric fires
• Fitting taps
• Putting up aerials for television or radio
• Plumbing-in of washing machines
• Changes to fitted units and bathroom suites
• Fitting security doors or grilles

Alterations

You may be required to obtain planning permission or building regulation approval if you wish to carry 
out alterations to your home. These are some examples:

• Building an extension
• Partitioning of rooms
• Removing walls and chimney breasts
• Adding a garage or car parking space

Before making any improvements or alterations to your home contact your Housing Officer to get further 
advice.

You do not require permission for minor improvements such as fitting shelves and cupboards or 
installing secondary glazing. You must, however, obtain permission before carrying out all other 
improvements or alterations. Brent Council can only refuse permission if it has a good reason. 
If permission is refused, you will be given the reasons for refusal in writing.

You can discuss the matter further with your local Surveyor. You may also wish to seek independent 
advice. If you still feel unhappy about Brent Council’s decision you can apply to the County Court for a 
judgement. If the Court is satisfied that refusal is unreasonable it can overturn Brent Council’s decision. 
You can also make a formal complaint (see Complaints section).

Refunding improvement costs

You may be able to get compensation from Brent Council on behalf of the council for improvements you 

mailto:housingmanagement@brent.gov.uk.
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have made to your home. You can apply for compensation when your tenancy ends - which is usually 
when you move. You can also apply if you get a new landlord.

The Right to Compensation Scheme applies to improvements which were started on or after 1 April 1994. 

However, Brent Council may consider paying part of the cost of an improvement made before this date if 
it is satisfied that the improvement has added to the value of the property and the tenant had obtained 
permission before the improvement was carried out. The Right to Compensation applies to the following 
improvements:

• Bath or shower, wash hand basin and toilet
• Kitchen sink and work surfaces for preparing food
• Storage cupboards in bathroom or kitchen
• Central heating, hot water boilers and other types of heating
• Thermostatic radiator valves
• Pipe, water tank or cylinder insulation
• Draught-proofing of external doors or windows
• Double-glazing or other window replacement or secondary glazing
• Rewiring, or the provision of power and lighting or other electrical fittings (including smoke 
• detectors)
• Security measures (excluding burglar alarms)

Interior decoration (painting and wallpapering) does not qualify for compensation. You should make a 
claim for compensation when you tell Brent Council you want to leave. You will have up to 14 days after 
your tenancy ends to make a claim. If you are not sure, ask your Housing Officer how to claim. Staff will 
need enough information to decide how much compensation you will get. 

They will need to know:

• Your name and address
• What improvements you have made
• How much each improvement cost (receipts will be required)
• The dates the improvements began and finished

Brent Council will look at the cost of your improvements. If you got financial assistance (a grant), we will 
take off the amount your grant was worth from the cost of your improvements.

The value of any improvement will go down as it gets older and Brent Council may adjust your 
compensation - up or down - depending on the condition of the improvement when you claim. If you 
owe Brent Council any money when your tenancy ends we may deduct this from your compensation.

You can get up to a total of £3,000 for any one improvement, but you will not get any compensation if 
the amount is below £50. Full details of your Right to Compensation can be obtained from your Housing 
Officer or by writing to:

The Department of the Environment
PO Box 236
Wetherby
West Yorkshire LS23 7NB

Please note that Brent Council will require you to restore the original fixtures and fittings if any improved 
fittings have been removed when you leave.



20

Tenants with disabilities

Tenants with disabilities who have difficulties in using their present facilities can ask Brent Council to 
carry out improvements and adaptations to suit their needs. If you require adaptations or improvements 
you should talk to your Housing Officer who will contact the Occupational Therapist on your behalf. 

Satellite dishes

You need written planning permission from Environmental Services and from your Housing Officer 
before a satellite dish can be installed. Failure to obtain prior planning approval could result in Planning 
Enforcement Action. You can telephone Brent Council Environmental Services on 020 8937 1234.
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Access to your Home 
Contractor identity cards and uniform

All repairs contractors who call at your home to carry out repairs on behalf of Brent Council must wear 
uniforms with our logo on them. They must also carry a Brent Council photo identity card which must be 
shown to you before you allow them to enter your property.

If you are in doubt about the caller, please contact your Housing Officer or the Customer Response Team 
to verify the identity of the caller.

You have the right to refuse access to any repairs contractor not wearing a uniform and not carrying 
Brent Council’s identity card.

Annual gas safety checks

Brent Council has a legal duty to carry out landlord gas safety checks and to service the gas appliances 
in all of its tenanted properties. Brent Council employs contractors to carry out these checks on behalf 
of the council. This duty also extends to properties where there is a gas supply but no gas appliances are 
present. It is in your interest to grant access to the council’s contractor for this check to be carried out. 
Faulty appliances can emit carbon monoxide fumes which can seriously injure or even kill. Every year 
the council also has to check with the tenants of the properties with no gas supply to ensure that no gas 
appliances have been installed.

The contractor will make at least three attempts to gain access via appointment letters. If access is not 
granted, then a letter will be hand delivered by staff from Brent Council giving tenants a final  
appointment before a Warrant of Entry is obtained from the Magistrates Court. If this warrant is issued, 
access to the property will be made by force. Please note that once a warrant has been issued, all costs 
incurred for gaining access will be charged to the tenant.

In accordance with Part D of your Tenancy Agreement, the tenant must allow access to Brent Council 
officers or council agents to carry out work, provided you have been given reasonable notice and there is 
proof of identification.
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Safety in your Home 
Fire safety 

It is important to have a plan in case your home is involved in a fire, so that everyone in your family 
knows what to do. Make sure you take the time to discuss your emergency plan with your family before a 
fire happens – don’t wait until it’s too late!

8 simple steps for fire safety

1. Make sure you test your smoke alarm on a regular basis.  Please let us know if it needs replacing 
2. Have a safety check on your gas boiler every year – make sure you provide access to your home 
when your safety check is due. You will be contacted in advance by our Gas Contractor
3. Think about how old your gas and electrical appliances are, and where they are positioned – if 
you are not sure all your appliances are safe, please contact us to get expert advice
4. Do not overload electrical wall sockets
5. Keep internal doors closed to stop the spread of smoke and fire
6. Do not use or store petroleum spirit (petrol, diesel or paraffin) or liquid propane gas cylinders in 
your home
7. Have a plan in case your home is involved in a fire and make sure everyone in your family knows 
what the plan is
8. Make sure your escape routes are kept clear of obstacles

If you have a fire in your property

A working smoke alarm should alert you to the fire.

• Don’t open doors looking for the source of the fire
• Alert everyone else and leave the flat, closing the door behind you
• Don’t try to save personal items, your life is more important
• Use only the designated fire escape route and exits for the building
• Once you are out of the building and in safety, dial 999 and ask for the Fire Service
• Never go back into the building until you have been told it is safe to do so.

If the fire is not in your property

• The safest option may be to remain in your flat with your doors closed as your property is designed to 
protect you against fire and smoke for a reasonable time.  You can open windows for fresh air and to 
attract attention to yourself

• If your flat becomes affected by smoke or fire, leave at once and close windows and doors behind you
• Use only designated escape routes and not lifts
• If you have to move through smoke, keep as close the floor as possible where the air will be clearer.

Remember:
• Get out
• Stay out
• Never use a lift
• Do not try to fight the fire yourself
• Call 999 from any phone.
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To help us in a fire emergency and evacuation, please tell us whenever there are changes to who is living 
in your flat, so that we know how many people are living in each building. 

London Fire Brigade

• Visit your local fire station who can provide advice on fire risks
• Call freephone 08000 28 44 28
• Visit www.london-fire.gov.uk

You can also arrange for the London Fire Brigade to perform a Home Fire Safety Visit.

To contact us about fire risks in your area or for general advice on fire safety:, please call the Customer 
Response Team on 020 8937 2400.

If the fire is NOT in your home

• If the fire is in any other part of the building or grounds (purpose built blocks)
• STAY PUT in your home unless you are directly affected by smoke or fire
• Remain in your home unless the internal parts of your home are experiencing smoke or fire. Your 

home is designed to be a ‘fire resistant’ box that should offer you resistance against fire or smoke for 
a reasonable time during which the Fire Brigade will arrive and effect a rescue if necessary. If lots of 
people try to evacuate the building at the same time (if not under the control of the Fire Brigade) it 
may cause panic or injury and affect firefighting or rescue operations

• If you are directly affected by smoke or fire - evacuate the building closing your front door behind you
• Alert any other people you live with and leave by the nearest exit door of your home (that leads to a 

route out of the building) closing it shut behind you.  REMEMBER – KNOW YOUR ESCAPE ROUTES
• Leave the building by the most direct route
• Remain a safe distance from the building and await the Fire Brigade
• A safe distance from the building is a place where you will not be affected by smoke, flames or debris 

that may emanate from a developing fire or where you may obstruct the passage of other evacuees 
or fire fighters

• When the Fire Brigade arrive, identify yourself as a resident and cooperate with their instructions.

If you do evacuate the building

• Do not use the lifts
• The lifts are not fire proof and may leave you trapped in the lift if the fire causes a power failure
• DO NOT stop to collect personal belongings
• Collecting personal belongings will delay your evacuation and carrying belongings may hinder your 

own and other evacuees escape
• DO NOT re-enter the building until authorised to do so
• During a fire fighting and rescue operation the Fire Brigade will take charge of the building.  They will 

inform all evacuees if and when it is safe to re-enter the building.  If you re-enter the building before 
you are authorised by the Fire Brigade you may put yourself in danger and obstruct fire and rescue 
operations.

www.london-fire.gov.uk
http://www.london-fire.gov.uk


24

General advice for fire prevention

• Ensure a smoke alarm is fitted within the room/lobby (and landing where appropriate) opening onto 
the escape route 

• Avoid Calor gas, paraffin or electric bar fires wherever possible. Instead use plug-in radiators with 
safety electric plugs

• Do not block access points in your flat or the communal areas of your block
• Do not use rooms for storage or as workshops
• Do not smoke in the communal areas or the escape routes
• Do not overload electrical sockets, do not cover heating appliances or leave lit candles or heaters 

close to curtains or furniture
• Ensure electrical equipment is regularly inspected and serviced
• Common ignition sources which should not be used include; naked flames, sparks, portable heaters, 

smoking materials, paper, combustible fabrics, plastics, paints, thinners, chemicals, flammable gas.

Escape routes

• DO familiarise yourself with the escape routes from your home and the communal area 
(including any alternative escape routes)

• DO NOT block the escape routes. These must be kept clear at all times    
• DO NOT wedge/prop open any fire doors.                        

Contacts

If you have any queries or concerns relating to fire safety, help is available from a number of sources. 
Equally, if you see something within your block that you feel compromises your safety please contact us 
on 020 8937 2400.
  
London Fire Brigade  
Tel: 020 8555 1200   
Email: info@london-fire.gov.uk 

For further information on the London Fire Brigade and General Fire Safety, please refer to the London 
Fire Brigade’s website www.london-fire.gov.uk

Smoke alarms 

Brent Council routinely fit smoke alarms into properties. Some are battery powered and some are  
powered by mains electricity. If you do not have one, please contact the Customer Response Team to 
arrange for one to be fitted. 

These alarms save lives by sounding an alarm when they sense smoke or in some cases heat. 

Your smoke alarm should be tested once a month to ensure that it is working. This is done by pressing 
the button on the alarm. They are also tested during a Landlord’s Gas Safety Check.

Carbon Monoxide Alarms

Brent Council also fit Carbon Monoxide Alarms in properties with a gas supply. These alarms detect the 
release of Carbon Monoxide. They should also be tested monthly. 

mailto:info@london-fire.gov.uk
www.london-fire.gov.uk
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If your alarm sounds, follow these steps:

• Open all doors and windows
• Turn off all fuel-burning appliances including your boiler and/or stove and leave the property
• Call National Grid’s Emergency Number 0800 111 999 and follow their instructions
• Call our Gas Contractor as repair work may be necessary following the sounding of the alarm.

Gas

If you smell gas in your home there could be a leak. Take the following measures:

• Put out all cigarettes or naked flames
• Open doors and windows
• Avoid turning electrical switches on or off
• Check that you have not left a gas appliance or pilot light on
• Call the National Grid on 0800 III 999. 

Electricity

Avoid electrical accidents by taking the following precautions:

• Use good quality plugs on electrical appliances, and make sure they are correctly wired (live = red or 
brown wire, neutral = black or blue wire, earth = green or yellow and green wire)

• Use the correct fuse for each appliance. The manufacturer’s instructions or the rating plate (usually on 
the back or base of the appliance) will tell you which one to use

• Unplug appliances if they are not in use
• Don’t let wires trail across or under the carpet. If wires become worn, they could be dangerous.

Water

• Make sure you know how to switch off your water supply at the main supply tap
• If you are going away on holiday in cold weather, it is particularly important to turn off the water  

supply in your property to limit damage if pipes burst while you are away
• If you do have a burst pipe, turn the water supply off and call the Customer Response Team during 

office hours or the council’s emergency services at other times on 020 8937 1234.

Insurance
 
Brent Council is not responsible for insuring your personal belongings or furniture. Accidents can be very 
expensive. You are strongly advised to protect the contents of your home through your own insurance 
scheme or through the council’s house contents insurance scheme. You can find out about the amount 
you would have to pay and benefits of the council scheme by contacting your Housing Officer.

Please note that the council is under no obligation to provide compensation or financial assistance in the 
event of an accident, disaster or theft from your home. Please also note that if you have arranged your 
household insurance through the council your insurance policy is likely to be cancelled without notice if 
your rent account goes into arrears. Failure to pay that part of your weekly commitment which relates to 
insurance will be treated as a breach of contract, entitling Brent Council to cancel your contents  
insurance.
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Going away

If you are leaving your home unattended for a period of time:

• Turn off gas, electricity and water supplies to your home where this does not disrupt the supplies to 
any other homes

• Leave your home securely locked and check that all windows are closed
• You may want to tell your Housing Officer how you can be contacted - or who should be contacted in 

your absence - in case Brent Council needs to gain access to your home in the event of an emergency
• If you are gone from your home for too long without telling us we may assume that you have  

abandoned it and we could get a court order which means you could lose your home.

Entryphone systems

Some blocks in the borough are fitted with entryphone systems. These are designed to ensure that only 
authorised people gain access to the block in order to increase the security of your flat. Please make sure 
that you do not let anyone into the block who is not known to you. If there are any defects in the door 
entry system, please report them immediately to the Customer Response Team.

Rubbish collection 

Most blocks of flats have a chute to dispose of small items of rubbish. It is vital for the health and hygiene 
of all residents that rubbish is wrapped in small bundles which will not get stuck in the chute.  Please do 
not leave any items in the communal areas as this will cause 
a fire hazard. Large items of rubbish should be disposed of in 
the communal bins provided on each estate. 

Free service for large items of rubbish 

Furniture, large and small electrical items, carpets and floor-
ing can be collected by Brent Council on request. You can 
have up to three free collections per financial year (1 April to 31 March) per household with up to five 
separate items collected each time. Contact Brent Council on 020 8937 5050.
   

Condensation

Condensation is caused when warm moist air meets a cold surface. The common sources are steam from 
kitchens and bathrooms and moist air from tumble dryers. In most cases, condensation can be prevented 
by allowing the warm, moist air to escape by opening windows or ventilators and by trying to keep all 
rooms a little warm, especially in cold weather. Keep bathroom and kitchen doors shut especially when 
cooking, washing or bathing. If you find patches of mould on the walls or your property is damp, 
condensation may be the cause. If you are taking steps to minimise condensation but it still persists, 
contact the Customer Response Team.
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Home security

Most burglars gain entry through doors and windows. Over half of all break-ins are made through the 
back of the property. These are some simple measures to take:

• When leaving your home make sure that all windows and doors are properly secured
• Try to get locks fitted on windows and good locks on exterior doors (financial help may be available - 

ask your Housing Officer)
• If you are going away try to get a neighbour to keep an eye on your home
• Try to prevent obvious signs that the property is empty such as milk bottles on the step or  

newspapers in the door
• Join a Neighbourhood Watch Scheme (if it exists) or even consider setting one up
• Fit a burglar alarm.

Free advice is available on how to make your home more secure from your local Crime Prevention Officer.

Bogus callers 

Some criminals trick their way into homes so they can steal. This simple guide may help you avoid this 
problem:

DO:

• Use a door-chain and/or spy-hole if you have them
• Ask callers for their identity card
• Refuse entry to a stranger or someone you are not sure of
• Ring the police if you are not sure about the claims of someone calling at the door

DO NOT:

• Allow anyone into your home if you are not happy about them
• Believe someone who is claiming to be an official without the proper identification
• Part with cash on the promise that work will be done in the future
• Keep more money in your home than you need

Always check that officials visiting your home are genuine.

Visiting Brent Council or council officers and our contractors will be able to show you their identification. 
They will also be happy to wait while you check their identity. Make sure you ask to see it before you 
allow them to your property. If they refuse or you are unhappy with what you are shown, please contact 
the Customer Response Team on 020 8937 2400. Remember, a genuine caller will never mind you taking 
precautions.
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Nuisance and Harassment
Brent Council wants you to enjoy your home in peace and comfort free from nuisance and harassment. 
Whilst we recognise that the majority of residents act responsibly by showing consideration and  
tolerance towards each other, the behaviour of a few can have a detrimental effect on the community.

Anti-Social Behaviour (ASB)  

ASB is defined as any action that causes harassment, alarm or distress to one or more people not of the 
same household. 

This behaviour includes:

• Drugs
• Violence 
• Threatening behaviour  
• Verbal abuse 
• Noise
• Hate crime 
• Domestic abuse
 
Brent Council has a dedicated ASB Team who deal with all forms of ASB including harassment and  
domestic abuse. You can report ASB online or by contacting the team directly by phone on 020 8937 
2400 or email housingmanagement@brent.gov.uk or alternatively your Housing Officer can refer cases 
to the team. Upon receipt of a reported incident, an acknowledgement or contact will be made to the 
complainant within five working days. The ASB Team will agree an action plan with you and undertake an  
investigation to resolve the issue. They will regularly monitor your case keeping you informed of its  
progress.

Targeted warden service

If you experience ASB outside normal office hours you can report this online or contact the ASB Team as 
stated above. Brent Council has a Warden Service who will assist in reducing ASB within the area. If you 
experience Crime please do call the Police on 101 for help or advice on non-emergency situations. In an 
emergency always dial 999.

Noise complaints

Brent Council operates a special service to deal with noise complaints and this includes out-of-office 
patrols at night. 

The service operates at the following times:
Monday to Friday, 9am to 5pm
020 8937 5252
customer.services@brent.gov.uk 

The out-of-office operating hours are:
Monday to Friday, 5pm to 2am 
Saturday, 6pm to 2am 
Sunday, 6pm to 2am

http://housingmanagement@brent.gov.uk
mailto:customer.services@brent.gov.uk
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020 8937 1234 ens.noiseteam@brent.gov.uk
Brent Council respects the rights of all people and will take action against any of its residents who harass 
other residents, visitors, members of the public or persons involved in the lawful engagement of their 
employment. 

Other forms of harassment

Harassment can include physical and verbal abuse of women and include unwanted sexual advances. 
It may also take the form of abuse towards elderly people, race, religion, gender, sexuality, transgender, 
marital status or people with physical and/or learning difficulties. We want all tenants to enjoy their 
homes without harassment. Any kind of harassment is unacceptable.

Brent Council will treat any complaint about harassment in confidence, and we will investigate it  
thoroughly. Where necessary we may contact the Police. If we find there has been harassment we will 
take action to deal with it. This may involve taking enforcement action which could include using our 
powers to evict or forfeiture of lease

Domestic violence

If you are suffering from the violent acts of a member of your household please contact your ASB or 
Housing Officer who will discuss the situation in confidence with you and examine the options available. 
You can, of course, also contact the Police and other advice agencies such as the 24-hour National 
Domestic Violence Helpline on 0808 2000 247.

Incidents against Brent Council staff and contractors

If you, or a member of your household, assault, harass or abuse a member of staff, or contractor acting on 
our behalf, action will always be taken which may lead to criminal prosecution or the loss of your home.

What you can do

If you are experiencing harassment:

• Write down the details of the incident including the time, place and anyone who saw it
• Report the incident to Brent Council’s  ASB Team online or by phone or email
• Report the incident to the Police, or the council emergency service if the incident occurs during the 

night.

If the incident is repeated, inform your ASB Officer or your Housing Officer immediately.

Brent Council  will investigate your complaint and advise you what action can and will be taken. BHP will 
consider taking possession proceedings and other legal action against tenants causing harassment to 
others.

If you see an incident:

• Report it to the ASB Team and your Housing Officer, you can also report it to the Police
• Keep a record of what happened and when
• Tell the victim if you are prepared to be a witness and give your name and address.

mailto:ens.noiseteam@brent.gov.uk
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Action by Brent Council

Reports will be treated in confidence but you may be asked to give evidence so that legal action can be 
taken.

Brent Council  staff will liaise with other agencies such as police, social services and voluntary agencies to 
give support to victims. Brent Council  may also transfer a tenant and family if they have suffered  
harassment or nuisance but we will also take action against the tenant who caused the harassment or 
nuisance. If a family splits up because of domestic violence, the case will be considered carefully to see 
who if anyone should remain in the family home.

Ten top tips to be a good neighbour

• Make sure a key-holder can be contacted in an emergency or while you are on holiday
• Keep the volume of music equipment, radios and televisions as low as possible especially at night
• Position fridges, freezers TV’s and speakers well away from shared walls
• Use washing machines, vacuum cleaners and other noisy equipment during the daytime hours
• Try to ensure that your dog does not bark or whine for long periods of time
• Do DIY jobs during the appropriate hours and never on bank holidays or Sundays
• Make sure your children are supervised when they are playing outside your property
• Be polite
• Be considerate and treat your neighbours with respect
• And remember - only carry out unavoidably noisy activities between 8.30am and 6.30pm.



31

Estate Cleaning and Grounds 
Maintenance
If you live on one of the council’s estates it is likely that you are 
paying for the cleaning and maintenance of communal areas as part 
of your service charge.

This includes the cleaning of staircases and communal areas, grass 
cutting, planting flower beds and generally maintaining the 
appearance of the estate.

The work is carried out by specialist contractors who are 
appointed by Brent Council.  The contractors are managed by staff in 
the Public Realm Team and it is the responsibility of the Estate 
Inspector to ensure that estates are kept clean and tidy.

If you would like to know more about the detail of the services which 
contractors are expected to provide (i.e. how regularly your staircase 
is cleaned and the standard to which it should be cleaned) 
information is displayed on the notice board, if you require further 
information please contact the Public Realm Team. Cleaning 
schedules are also published on Brent Housing Management’s 
website at www.brent.gov.uk/housingmanagement. Ground maintenance schedules are also available 
on request.  

If you would like to report any issues with the estate cleaning or grounds maintenance you should  
contact the Public Realm Team on 020 8937 2400 or by email housingmanagement@brent.gov.uk

Block Champions

Brent Council wants to create neighbourhoods that look better, feel better and are cleaner and safer for 
residents to live in.  Our residents can become ‘Block Champions’ and play a part in our efforts to achieve 
excellent service standards in the areas of grounds maintenance, cleaning and communal repairs, as well 
as creating a safe and comfortable building environment.  

Block Champions provide an important link between housing management and residents to improve the 
environment of a block or an estate through joint working.  

We would like you, to have a say in how we look after your neighbourhood.  By becoming a Block 
Champion you will inspire a change in the appearance of your neighbourhood.  

The role of the Block Champion is to tell us about any communal issues with cleaning, grounds 
maintenance and to report other estate issues like graffiti, bulk refuse and communal repairs within your 
block.  You decide how much time you would like to dedicate to measuring and monitoring the standard 
of service you receive from our grounds maintenance and cleaning contractors.

Block Champions should limit the reporting to their immediate neighbourhood. This role is not about 
you reporting individual issues, such as a repair in your own home. You should continue to contact the 

http://www.brent.gov.uk/housingmanagement
mailto:housingmanagement@brent.gov.uk
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Customer Response Team for this purpose.

Please contact the Public Realm Team if you are interested in becoming a Block Champion.

Pest control 

Infestation by rats, mice, cockroaches, pharoah ants and wasps can be tackled by a Brent Council 
Contractor. The sooner it is reported to the Customer Response Team, the more effectively the problem 
can be dealt with. In order to aid successful treatment of the issue inside your property, you may be 
asked to stay out for two to three hours after the treatment. Please bear in mind that infestation is 
sometimes, aggravated by poor hygiene and accumulation of rubbish.

Pigeon pests

Pigeons carry disease and damage buildings and property. Even if you feed them in a public place, 
someone nearby will suffer when these birds gather on their property. Please don’t feed them. It’s a 
threat to health and its anti-social too. If you have a problem with pigeons on or near your property 
contact the Customer Response Team.

Noise pollution

Loud noise can make life unbearable. If you are suffering noise nuisance from a neighbour or from 
commercial or industrial premises, the Pollution and Scientific Team can investigate your complaint and 
will take legal action against the people responsible.

Pets

Residents who wish to own a pet must apply to Brent Council for permission as part of the conditions of 
their tenancy or lease.  Anyone wishing to apply for permission must complete a Pet Application form. 

Brent Council will deal with applications to keep pets as fairly as possible bearing in mind any restrictions 
that may exist on any estate or block. Permission to keep a pet in a flat will be considered on a case by 
case basis. Housing Officers will consider the size of the accommodation, access, other tenants, safety 
issues and proximity of exercise and toilet areas when assessing an application.
 
Exceptions: Permission is not required for you to have a registered assistant (e.g. guide dog); however, 
you must tell us.

Abandoned vehicles 

The terms and conditions of your tenancy agreement sets out the council’s responsibilities and your 
responsibilities regarding abandoned vehicles on estate roads and land owned by the council.

If you are aware that a vehicle has been abandoned on your estate you should report it to your Estate 
Inspector by calling 020 8937 2400. Vehicles abandoned on public roads should be reported to Brent 
Council on 020 8937 1234.

Examples that a vehicle is abandoned:

• No current vehicle keeper on the Driver and Vehicle Licensing Agency (DVLA) records 
• Stationary for a significant amount of time 
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• Significantly damaged, run down or not roadworthy (this could  
include vehicles with flat tyres, wheels removed or broken  
windows) 

• Burnt-out 
• No number plates 
• Containing waste. 

This is not an exhaustive list, however a vehicle should not be 
considered abandoned solely on the grounds that it is not displaying 
a tax disc, as there is no longer a requirement to display a tax disc. If 
you want to check if the vehicle is taxed, please check the DVLA web 
page: https://www.gov.uk/check-vehicle-tax.

Untaxed vehicles

Untaxed vehicles are dealt with by the local DVLA enforcement of-
ficers. You can write to:  
Sidcup VRO, Group 5, Sidcup House, 12/18 Station Road, Sidcup, Kent DAIS 7DA.

https://www.gov.uk/check-vehicle-tax
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Leaving your Home and Ending 
your Tenancy
Ending your tenancy

The terms and conditions of your Tenancy Agreement set out the council’s responsibilities and your 
responsibilities regarding leaving your home and ending your 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 terminate their tenancy on four weeks written notice, 
ending on a Sunday. It may be possible to agree a shorter notice period but only in exceptional 
circumstances.

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 may be entitled to receive compensation from Brent Council for improvements you have made to 
your home, but please remember that you will be required to restore any original fixtures and fittings if 
you remove any improved fittings when you leave.

Joint tenants

If you are joint tenants and one of you terminates the tenancy, the whole tenancy comes to an end. Brent 
Council will consider allowing the remaining joint tenant to stay under a new tenancy 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.

Termination of your tenancy by the council

If you cease to occupy your home, you may lose the right to keep your home and Brent Council can take 
action to repossess the property. It is therefore important that you let your Tenancy Officer know if you 
are going to be away from your home for an extended period of a month or more. This may include a stay 
in hospital or a long holiday.

Clearance

You are responsible for clearing all your belongings from your home before returning your keys. If you do 
not move all your belongings, Brent Council will charge you for clearing them and they may be sold or 
destroyed.

Death of a tenant

If a council tenant dies and you are responsible for making arrangements for them, you should inform us 
immediately, and tell us when you intend to return the keys (unless there is a successor or surviving joint 
tenant). The full rent is charged until the keys are handed in which should be no more than four weeks 
after the death.
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If you wish, Brent Council will remove any items from the property, but you will need to authorise this in 
writing on behalf of the estate of the deceased tenant.

Transfer requests

If you want to move to another council home, you can do this through either a transfer or a mutual 
exchange. You can apply for a transfer within Brent by completing an application form on Brent Council’s 
website www.brent.gov.uk. 
 

Mutual exchange

All secure tenants have a legal right to swap homes with another tenant either within the same borough 
or elsewhere in the country. In order to be eligible for a mutual exchange:
• You must be a secure tenant which means the council has not obtained an immediate possession 

order against you, or that you have not breached a suspended possession order
• You must not be an introductory tenant
• You must not have any rent arrears
• The size of the property of both parties willing to exchange must meet the needs of the family
• No money or gifts have exchanged hands.

You can apply for a mutual exchange online and you may advertise in any way in order to find someone 
to swap with. 

You can do this through the following websites:

• Locata  - www.locata.org.uk
• Home Swapper - www.homeswapper.co.uk

Once you have found someone, you must complete an application form available from us. On receipt of 
your completed applications, Brent Council will inform you of its decision within 42 days.

The respective landlords of both tenants must authorise the exchange, or the exchange may be  
considered illegal, with both parties being required to return to their original homes.

For further information contact the Tenancy Team on 020 8937 2400.

http:// www.brent.gov.uk
http://www.locata.org.uk
http://www.homeswapper.co.uk
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Get Involved - Community 
Engagement 
Brent Council welcomes your involvement in any way, so that we can provide services of the highest 
quality, delivered in the best possible way. Because we value your input we want to make it as easy as 
possible for you to have your say. Free training is also available for residents who want to get involved 
with any out-of-pocket expenses reimbursed. You will be able to influence decisions which affect you, 
your home and your local community. There will be also an opportunity to meet new people and learn 
new skills along the way! Even if you can only spare a little time, we would still love to hear from you.

By offering a wide range of ways to get involved, we hope to inspire you to work with us in ways that suit 
you best and in the areas that interest you most.

For further information and the different ways you can get involved, please see our website 
www.brent.gov.uk/housingmanagement

http://www.brent.gov.uk/housingmanagement
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Leasehold Services 
The Leasehold Services and Right to Buy Team has been established to give council tenants and housing 
register applicants the opportunity to find out more about home ownership. The staff offer a helpful and 
friendly service with the whole process of purchasing a property. The address is:

Leasehold Management Team
Brent Housing Management 
Brent Civic Centre
Engineers Way
Wembley
HA9 0FJ
Telephone: 020 8937 2400

Right to Buy and restrictions

Most council tenants can buy their council house or flat. This right exists under housing law. 

To qualify for Right to Buy:

• The council must own sufficient interest in the property to dispose of it, for example the council must 
have at least 50 years lease outstanding or greater on a flat, and 21 years lease outstanding or greater 
on a house

• You must be a secure tenant for at least two years
• The council property you want to buy should be your only or your main home.

If you qualify, you can buy your home jointly with up to three adults as long as they have lived with you 
for at least a year and it is their only or their main home.

There are certain homes which the council will not sell. 

These are:

• Dwellings for disabled persons
• Dwelling houses for persons of pensionable age
• Dwelling for people suffering from a mental disorder
• Property scheduled for demolition where the initial notice has been served
• Temporary accommodation and dwellings which have been leased from other landlords by the  

council
• Sheltered accomodation.
• 
Some tenants are not entitled to buy their home. 

These are:

• Homeless persons given temporary accommodation
• Employees of the council who have accommodation as part of their job, for example caretakers and 

wardens.



38

Right to Buy discounts

Tenants are entitled to a discount under the Right to Buy Scheme, although the amount of discount will 
be dependent on how long you have been a tenant.

Maintenance and annual services charge

If you buy your house you are responsible for the maintenance of your property. If you buy a flat, Brent 
Council will continue to carry out certain maintenance and will charge you an annual service charge. Your 
rights and obligations and those of Brent Council, are contained in the lease agreement and should be 
fully explained to you by your solicitor at the time of purchase.

Selling your home

Paying back your discount

You will have to pay back some or all of the discount you got if you sell your Right to Buy home within 5 
years of buying it.

You will have to pay back all of the discount if you sell within the first year. After that, the total amount 
you pay back reduces to:
 • 80% of the discount in the second year
 • 60% of the discount in the third year
 • 40% of the discount in the fourth year
 • 20% of the discount in the fifth year

Right to first refusal

If you sell your home within 10 years of buying it through Right to Buy, you must first offer it back to the 
council.

The property should be sold at the full market price agreed between you and the Council.

If you and the council cannot agree to the sale price, a District Valuer will carry out an independent 
valuation to determine the market value. You won’t have to pay for their valuation.

You can sell your home on the open market if the council does not agree to buy it  back within 8 weeks.
Please check with the Right to Buy Team as policies are subject to regular revision and the law may 
change in the future.
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Complaints
Complaints procedure 

You can make a complaint about our services by contacting the Customer Response Team 020 8937 
2400. Should you wish to make a formal complaint you can complete a complaint form (available online 
and on request) or send us a letter or email, by telephone or in person at our offices. 

There are two stages to Brent Council ’s formal complaints procedure:

• STAGE 1: Your complaint will be logged and an acknowledgement sent within two working days and 
a response will be sent to you within 20 working days following receipt of your complaint.  

• STAGE 2: A response will be sent to you within 30 working days following receipt of your complaint. 
A further acknowledgement will be sent to you within five working days.

If a full response cannot be given within 20 working days, we will give you an indication of when a reply 
can be expected. If after receiving the response, you are unhappy with the way the complaint was
handled or the resolution provided, we will be provide you with details on how to take the matter 
further.

Remember, if you are unhappy about the way in which your complaint or enquiry has been handled, 
you can seek advice from advice agencies and organisations outside the council such as Citizens Advice 
Brent. 

Contact details:
Website: www.brent.gov.uk/housingmanagement
Email: housingmanagement@brent.gov.uk

http://www.brent.gov.uk/housingmanagement
mailto:housingmanagement@brent.gov.uk
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Contact us:
Brent Housing Management

Brent Civic Centre
Engineers Way

 Wembley
HA9 0FJ

020 8937 2400
www.brent.gov.uk/housingmanagement

https://housingmanagement.brent.gov.uk

