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Brent Housing Management Talkback – ‘Housing Management –  

Our Journey & Transformation Update’ 

Wednesday 24 January 2018 

Brent Civic Centre 

7pm - 8:30pm 

 

 

1. Welcome and Housekeeping 
Christina Byrne, Community Leadership Manager, welcomed and thanked 
residents for their attendance. Housekeeping arrangements were confirmed. 
 

2. Housing Management ‘Our Journey’ presentation - Troy Francis & Sean 
Gallagher 
Troy Francis (Head of Customer Services and Housing Management) 
confirmed that we have listened to the issues raised and there is still a lot of 
work to be done.  Mr Francis thanked residents for their patience and began 
presentation by outlining our improvement journey since October 2017 (now 
80 days in).   

 Five key issues raised by residents and progress towards addressing 
them. 

 Getting Through – a new customer experience manager has 
been appointed; recruited new customer response officers who 
are due to start on 1 February; trials for new ways of working in 
progress (build capacity, understand demands and identify 
failures); engagement with leaseholders from senior 
management (since last Talkback in October 2017 Troy has 
attended three meetings with leaseholders) 

 Kept Informed – new document process introduced to track   
customer correspondence and ensure responses are sent in a 
timely manner; customer promise standards have been 
introduced and are monitored to ensure compliance; residents 
have said what needs to improve and we have outlined what we 
have done or are going to do.(Mr Francis confirmed that we 
must deliver on our promises); Your Voice has been re-vamped 
to include information that matters.(feedback from residents very 
welcome) 

 Getting Things Done – weekly review of overdue repairs with 
contractors in place; improved monitoring of core customer 
standards; introduction of performance measures that ensure 
core standards are delivered. 

 Old Fashioned – improvements have been implemented to the 
‘my account’ customer portal to make it more accessible; 
prototype for a leasehold smart phone app has be developed 
and is due to go live March 2018. 

 Manage our Contractors – Details outlined in presentation 
from Sean Gallagher. 
 

 Statistics on our performance during July – September and October – 
December (2017) shown. See enclosed presentation slides. 



                 

2 

 

 Things to do - See enclosed presentation slides for detailed items. 
 

 
Sean Gallagher (Head of Property Services) delivered the 2nd part of the 
presentation. 
 

 Project Management Accountability – Mr Gallagher confirmed 
that we need to lead our contractors and in order to lead we need 
to know what we want.  Two project managers have been 
recruited to manage this process. 

 Scaffolding Protocols – currently scaffolding has been going up 
before it’s needed and stays up for months.  New procedure will 
see the length of time scaffolding is erected will be reduced.  
Managers now have to account for any scaffolding going up and 
the dates when the scaffold went up and is due to come down 
will be displayed. 

 Leasehold Work Pause – Planned works that have not yet 
begun have been put on hold. Planned works currently being 
carried out will continue.  A review of scopes of works will be 
carried out on works that have been put on hold and pre-
consultation meetings will be held to test the scope of works. 

 Operations Management – There are two operational meetings 
each week (planned and responsive repairs).  This is to monitor 
the repairs and planned works being carried out by our 
contractors.   

 Asset Management & Stock Condition – Work is being done to 
take stock of all our properties.  A stock condition survey will be 
taking place this year between May and August.  This will enable 
us to build a repair strategy for the next 5 years. Our proposal will 
go to Brent Council’s cabinet in December 2018. 

 Fire – Risk Assessment Tender/Capital Programme – Plans 
to install sprinklers to three of our tower blocks (12+ floors) is 
underway. 

 Investment 4 Brent (I4B) – Scheme where Brent Council will be 
buying and refurbishing properties to rent. 

 Recruitment – A permanent Housing Strategic Asset Manager 
has been recruited. 

 Speedier Repairs - Current target to complete non-emergency 
repairs within 28 days.  We will be looking to reduce this to two 
weeks and change the culture of emergency repairs being raised 
for non-emergency repairs.  Residents will be consulted on this.  
Analysis has shown that currently, 38% of raised emergency 
repairs are not emergency repairs. 

  
3. Housing Management Transformation Programme update – Monika 

Singh 

 Progress over the last 3 months 
 For details see presentation slides. Work almost completed on 

our new structure and processes.  We are now starting to 
implement changes for an improved service. See page 16 of the 
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presentation slides for documents on our new structure and 
processes. 
 

 Resident Involvement 
 We currently engage with 3% of our residents through resident 

engagement activities. A new resident engagement offer is 
currently being developed and is due to be launched later on in 
the year. The process has been looking at where we are now 
and where we want to be.  The new model has 4 areas where 
residents can get involved: 
 Routine Customer Feedback 
 Core Involvement 
 Where You Live 
 One-off/Ad-hoc 

For more details of the activities see the presentation. 
 

 Our service standards summary 
 This is a short quick reference guide so that residents know what 

to expect from us, how long things will take and how residents 
can help us get things right. 

 

 Getting to know you better – update your data 
 Data we have on our residents is out of date and our new system 

relies on accurate information.   
 The current data protection legislation 2006 will be updated in May 

2018 to take into account the digital world that we live in now. 
 In order to deliver a fair and equal service to all we will need to collect 

additional personal data but will need your consent to hold this 
information. 

 

 CRM – The shape of things to come  
 A screen shot of what officers will see in the new system was 

displayed.  It will be much more visible. 
 Email management will go live in March 2018 and by August 2018 the 

system will be fully functional. 
 

4. Workshops – Customer Standards & Data Gathering. 

  Question:  How can we make sure people will respond to our surveys? 12000                   
residents. Prize draw for returned completed surveys?? 

 Focus on those that do not respond 
 Adopt a neighbour and provide assistance for them to complete 
 New tenant sign-up details 
 What about leasehold properties rented out? – use council tax 

register 
 

 Additional questions raised by residents 
 
 Q1. If scaffolding is left longer than agreed will the contractor be fined? 
 A1. There is nothing in the contract that penalises contractors for this. 
 
 Q2. Will the new system be able to pick up the word complaint? 



                 

4 

 

 A2. The function is there but we are focussing on the core functions first. 
 
 Q3. What about residents that do not use or have access to IT/the internet? 
           A3. Provision will be put in place to help residents with special requirements 

and/or no access to the internet.  We will also be asking residents how they 
want to communicate with us. 

 
 

Q4. Why does it take 3 operatives to attend and repair an emersion heater? 
A4. There are operative’s that have multi-skills but there are some skills that are 

specialist and qualified, like an electrician. So this means that more than one 
operative will attend to complete different parts of the repair. 

 
Q5. Why is it that sometimes the wrong contractor is sent out to a repair? 
A5. At the point of receiving the repair incorrect information may have been given 

or not enough questions asked to make sure repair referred to correct trade. 
This will be addressed in the customer response training to ensure that as 
much information is received the by the officer to correctly diagnose the 
repair 

 
Q6. Why is the Council still using Lotus Notes? 
A6. If we invest in IT it means other service areas will be affected in terms of 

funding that they receive. Within local authorities a business case needs to 
be made before investment in IT systems can be made.  

 
Q7.  How many surveyors does Brent Housing Management have as they are not 

getting out enough? 
A7. We currently have 4 repair surveyors.  Our surveyors are not always able to 

get access to properties so a protocol needs to be established to resolve 
this. 

 
Q8. When attending an emergency repair the job is not done properly. How many 

visits to fix a repair? 
A8. 38% of emergency repairs are not.  Our customer response team need to 

ask the right questions as diagnoses is important to ensure that the correct 
operative is sent out first time. 

 
 
Date of next meeting to be confirmed. 
 
Meeting closed at 8:30pm 
 

 


