
Update on 
Universal 

Credit roll out

Dementia 
awareness  

in Brent

Smartening 
up our offer - 
better services 
for residents

Cash 
incentive for 
downsizing

Your Voice
Spring 2018

The magazine for Brent’s council tenants and leaseholders

Gurmeet Sian: 
Award winning 
architect designs 
for Brent

Our Say youth 
magazine

Photo courtesy of 
Justin Thomas



Voice Issue 6 Spring 2018 020 8937 2400 housingmanagement@brent.gov.uk02

Inside...

Resource  Reg. No. 2110

03.  Award winning 
architect 
Gurmeet Sian, 
designs homes 
for vulnerable 
residents in 
Brent

04-05.  Smartening up 
our offer/Getting 
your details right

05. Want to move 
home? Try 
Homeswapper

06. Meet Sue: 
Customer 
Experience 
Manager

07. Money Matters

08. Universal Credit 
roll out 

09. New scaffolding 
procedure

10. Dementia 
awareness

11. Dockless bikes 
coming to Brent

12. Brent tenants 
meet Housing 
Minister

13. Leaseholder 
News

14. How are we 
performing?

15. Our Say  
youth  
magazine 

We were really excited to interview award 
winning architect and star of BBC’s Tricks of 
the Trade, Gurmeet Sian for this edition. 
Gurmeet is the lead architect on our New 
Accommodation Independent Living (NAIL), 
programme which is providing homes to help 
vulnerable people with high care needs to live 
independently in the community.  
Gurmeet shares our passion for socially 
conscious projects and has designed homes 
which are comfortable, unique and instil a 
sense of peace. You can catch up with the full 
interview on page 3.

Our transformation journey continues to 
develop, and you can read the latest news on 
pages 4 to 5. A new smartphone app for 
council tenants and leaseholders is due 
towards the end of the year, we have been 
holding design and planning workshops with 
residents to get your input. There are only a 
few dates left, so please try and book yourself 
on a session if you haven’t attended already. 

There is a real drive to modernise our 
services to make them easier for you to 

access, and you can read more about what 
has changed and what the plans are for the 
future in our interview with Sue Richards, 
Customer Experience Manager. Sue manages 
the Customer Response Team and gives a 
brilliant insight into their work. 

We have our Money Matters section on  
page 7. If you are struggling financially or have 
debt issues, we have some advice for you.  
You can also catch up on all the latest 
information about the Universal Credit roll out 
and how you can prepare on page 8.

We hope you enjoy this edition, if you have 
any feedback or would like to contribute to 
future editions, please get in touch as we 
would love to hear from you.

Kind regards

Tenants and Leaseholders' 
Editorial Board
housingcommunications@brent.gov.uk

020 8937 2400

Welcome 
from the Your Voice Team
Welcome to the Spring edition of Your Voice. We have a packed 
edition for you with lots of news and useful information. 
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Award winning architect 
designs homes for vulnerable 
residents in Brent
Your Voice spoke to 
Gurmeet Sian, award 
winning architect and 
star of BBC's The 100K 
House: Tricks of the Trade, 
about his involvement 
in Brent Council's latest 
‘New Accommodation 
Independent Living’ (NAIL) 
project, and his passion 
for socially conscious 
architecture.

Gurmeet was invited to be involved with 
the NAIL programme a few years ago. 
The programme enables people with 
high care and support needs to live 
more independently in the community. 
There will be 700 new units of 
accommodation delivered as an 
alternative to residential and nursing care 
by the end of 2021/22. 

The first NAIL project Gurmeet 
delivered was a home in Wembley 

which now houses six residents.  
His current project, is to redesign up  
to 16 homes across Brent which will 
provide high quality accommodation  
for 80 vulnerable people from  
summer onwards. 

Gurmeet has a rich background  
working on similar schemes for 
communities in the UK and abroad, and 
has won and been shortlisted for many 
awards including the Camden Design 
Awards 2017. Having an architect of 
Gurmeet’s calibre and experience is a 
great asset to Brent, and his passion for 
delivering social community projects 
really shines through.

“All of the projects since I started my 
studio have been social projects, 
whether they have been private homes, 
restaurants or community buildings”,  
says Gurmeet Sian. “I always try to 
design from a community perspective, 
so it is a great opportunity for me to be 
involved with Brent Council delivering 
social housing.” 

Although each development with  
Brent has a different challenge, they all 
follow the same principles.  

Gurmeet says: “We are committed to 
creating a warm homely environment 
through our design and are not creating 
'institutional housing'. We add an 
element of individuality to the rooms, 
making the kitchen space attractive and 
welcoming, the bedrooms have ensuite 
bathrooms and are all unique. There is a 
quiet room where residents can read a 
book and the garden is designed as a 
haven with planting areas for herbs and 
flowers. Each home I design for the 
NAIL programme has a garden studio 
which is fully covered and residents can 
use that space for art or music activities.”

Gurmeet is very committed to the  
NAIL schemes and does not have any 
plans for more television work at 
present. He says: “I really enjoyed my 
involvement on BBC's Tricks of the 
Trade. I may consider some more TV 
work in the future if the right project 
comes along. However at the moment 
my plans are to concentrate on these 
NAIL schemes to make them the best 
that they can be.”

The NAIL programme aims to reduce 
the council’s use of traditional residential 
and nursing care homes, thus achieving 
savings of £7.5m per year by 2021/22. 
The homes are being delivered by Brent 
Housing and the Brent Council Adult 
Social Care Team.

"I always try to design from 
a community perspective, 
so it is a great opportunity 
for me to be involved with 

Brent Council delivering 
social housing."

Photo courtesy of 
Justin Thomas
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This January, we also launched a 
thorough post-work inspections 
programme. Contractors are now 
required to evidence their work with 
pictures. And the best part is that 
residents can rate the work contractors 
have completed. These are all steps in 
the right direction.

Our next exciting project is to deliver a 
new smartphone app by the end of the 
year, which aims to modernise our 
service offer through the use of digital 
technology. Residents will be able to log 

Smartening up 
our service offer 

#BetterServicesforYou
Transforming services for residents is a priority for us, 
and we are working closely with staff and customers 
to transform the way we deliver services. You will have 
already noticed improvements including reduced call 
waiting times and a live text messaging service for 
repairs appointments. 

a repair request, keep track of repairs 
progress, check on rent payments  
and so much more - all from the ease 
and comfort of your smartphone.  
Enabling residents to have direct access 
to key information via the app assists us 
to reduce call waiting times and 
complaints. It will also help achieve 
savings whilst delivering improved 
customer satisfaction.

Our smartphone app is at the design 
stages and we have been inviting tenants 
and leaseholders to help us get this right. 

We have shared ideas and examples of 
best practice, but need you to get 
involved by shaping the app, designing 
how it looks and testing its functionality. 

We have held several sessions already in 
the past few months, there are two 
more sessions planned which will take 
place on:

20th March 2018 
(Leaseholders), Brent Civic 
Centre

27th March 2018 (Tenants), 
Brent Civic Centre

If you would like to attend, please book 
online via www.brent.gov.uk/
housingmanagement or email 
housingtransformation@brent.
gov.uk to secure your place. Places are 
limited and will be allocated on a first 
come, first served basis.

We look forward to working 
together with residents to provide 
a great service for everyone. 
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Very soon, we will be introducing a new state of the art 
system which will keep all your information in one place.  
However, in order for this to be effective, we need to make 
sure that all your data is accurate and up-to-date. 

The tragic Grenfell fire in June 2017 highlighted the 
importance of having current and correct information.  
We need to know exactly who our tenants and leaseholders 
are in case of an emergency. It helps prevent fraud as well.

The government will also be introducing new laws for data 
protection in May this year, and we will have to comply with 
that new legislation.

We need you to provide your up-to-date personal details 
such as contact information, mobile number, email addresses 
and disability information. The good thing is that when you 
provide this information, we won’t keep asking you for it 
again and again, and we will make sure you can send us any 
updates online or by post whenever you need to.

Please help us by completing our online form via the website 
www.brent.gov.uk/housingmanagement, and if you 
require a form by post, we can arrange to send this to you. 

For further information, please contact 
housingtransformation@brent.gov.uk.

HomeSwapper is the UK’s largest and 
most successful home swap service.  
It is free to all Brent Council tenants and 
is easy to use.

If you are looking to move house, and 
don’t want to wait on the lengthy council 
waiting list, perhaps you may consider a 
home swap with another social landlord 
tenant. There are thousands of people 
living in social housing who have 
registered with Homeswapper, and 
advertise their homes on a regular basis. 

All you need to do is register online for 
this service and search for the home you 
want for yourself. HomeSwapper has 
the UK’s largest database of people 
looking to swap homes across the UK. 
HomeSwapper uses the details you 
supply to automatically match you to 
other tenants who may have a home 

Smartening up 
our service offer 

Want to move 
home? Try 
HomeSwapper!

Getting your 
details right

that you would like and who would also 
be interested in your property. When it 
finds you a match you’ll be alerted by 
SMS text or email. You can then log 
onto HomeSwapper, look at the home 
you have been matched with and if you 

like the look of it you can arrange  
to visit.

Use HomeSwapper straight away by 
logging on to www.homeswapper.
co.uk/ and register to use the service.

We are launching a new campaign to improve the quality of 
the data we hold on our customers and we need your help.
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Meet
Sue

Sue Richards has recently been appointed as the new Customer 
Experience Manager, her job is to manage the Customer 

Response Team (CRT) and to ensure that customers’ queries  
are responded to according to our service standards. 

With over 20 years’ experience in 
local government in a variety of 
customer facing roles, Sue is 
committed to listening to customer 
feedback and improving the 
customer experience.

Sue has a strong connection to 
Brent, as this is where she met 
her husband and still has family 
and friends who live here. She is 
approachable, enthusiastic and 
determined to make a difference 
for residents. 

What does your role 
involve?
“My role is to make sure we  
meet customers’ needs and set 
realistic expectations including 
timescales for repairs. My team 
and I liaise daily with contractors 
and take them to task if works 
have not been completed to a  
good standard. 

“I will be working with senior 
management and officers to 
revamp our customer services 
offer. We will do this through 
consolidating our frontline team, 
delivering high level training for 
staff, implementing new phone 
software and a new Customer 
Relationship Management (CRM) 
system which will enable us to 
keep up-to-date with all customer 
data history. There is also a drive 

for more online services as 
requested by residents; we already 
have a web chat offer but will 
develop this and provide further 
interactive services.”

Can you describe an 
average day at work?
“My average day at work goes at 
125mph as I am involved in many 
projects and very hands-on.  
I like to stay close to the front line 
so that I can assist with resolving 
issues and helping the team where 
necessary. I also work closely with 
senior managers on a strategic 
level and provide regular feedback 
on how the service is running. 

“I want us to think outside of  
the box and try new things.  
It’s important that we focus on 
customers, making them happy 
and bringing an individual touch 
to the calls. I really enjoy my  
job and am keen to go into 
communities and meet customers 
on a regular basis to find out 
what’s working and what we  
can improve.”

What new projects do 
you have coming up?
“There are many new exciting 
projects in pipeline. Our first steps 
will be to implement new systems 

which enable us to be more 
efficient and encourage 
customers to get online.  
We will be developing further 
interactive services and 
improving our web chat and  
My Account offer, making it 
increasingly user friendly.  
If more customers are accessing 
online services, this frees up 
valuable time for the frontline 
team to assist those who are not 
online or vulnerable.

“We will also be reviewing our 
service standards to focus  
on the actions that matter to 
customers.”

What do you like to do 
in your spare time?
“I love spending my spare time 
going out with my three-year-old 
daughter and husband. We often 
venture to Central London for 
shopping or visiting museums 
and galleries. I do love a bit of 
shopping! I also spend a great 
deal of time in Brighton with the 
family as I used to live there for 
many years. It’s a beautiful place 
and very relaxing.”

My Account is a free online service 

available 24/7 on your computer.  

It enables you to:

•   Check your rent statement 
•   Report a repair 
•   Raise basic service requests

More than 8,000 Brent Housing 

Management residents are  
already signed up and benefiting 

from this service.

More information about My Account 

can be found on our website  
www.brent.gov.uk

Creating an account requires  
three things:

•   Your own secure email account

•   Your first and last (family) name  

•   A password 

It’s very simple, all you need to do is 

sign up and join in.

Sign up to My Account

Sue Richards
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MONEY MATTERS

Are you receiving 
the right financial 
support?

This financial year alone (April - November 2017) the team have assisted 157 residents and have 
claimed a total of £269,280.55 in a variety of different benefits, including housing benefit, that may 
have otherwise gone unclaimed.

The cases the team deal with are usually referred from other departments within Brent, mainly 
the Income Management and Tenancy Teams, however if you would like their assistance you can 
contact them directly on:

Telephone: 020 8937 2400  Email: housingmanagement@brent.gov.uk

Brent Council’s Financial Inclusion Team help to ensure that 
residents are receiving all the benefits you are entitled to.  
Did you know that our Financial Inclusion Officers can go 
through your personal income and personal circumstances to 
make sure that you are not missing out on crucial benefits?

If you live in a home that is too 
big for you we can offer you 
cash to move to a smaller 
property.

We offer £2000 per bedroom 
to tenants who downsize so if 
you are a tenant who moves 
from a three bed property to a 
one bed property you would 
be entitled to a payment of 
£4000. The maximum cash 
offer is £6000. You can also 
avoid the bedroom tax and 
housing benefit being 
deducted for extra rooms.

We will also help with 
removals if you move within 
Brent, or we can offer up to 
£500 towards moving outside 
of the borough.

For further details contact  
the Tenancy Team or the 
Financial Inclusion Team on 
020 8937 2400. 

You can also register with 
Homeswapper  
www.homeswapper.co.uk 
(see page 5) where you may 
transfer (swap) with another 
tenant from anywhere in the 
country, to a more appropriate 
sized property. 

Cash in by 
moving to 
a smaller 
home
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Universal Credit is 
coming to Brent
The full roll out of Universal Credit is due to take place in 
Brent from November and December 2018.

In order to prepare for Universal Credit when it does affect 
council tenants, a project group has been set up within Brent 
Council. The project group will be looking at ways to assist 
tenants through the transition onto Universal Credit as it will 
be paid monthly in arrears.

If you’re already claiming one or more of the benefits being 
phased out, you should carry on claiming as normal.  
You will be told by the Department for Work and Pensions 
(DWP) when you need to do anything differently, unless you 
have a change in circumstances.

Online Claiming
The government intends for all Universal Credit claims to be 
both made and updated online. If you do not have access to 

the internet then you can use the facilities in Brent libraries and 
job centres across the borough. In addition, we are currently 
looking into a number of ways to help prepare our residents to 
manage their claims online.

We are currently planning a series of Universal Credit 
Roadshows across the borough, and further details of the 
events including dates and venues will be available shortly.

For more information on how to make sure you are  
prepared for Universal Credit, please visit  
www.moneyadviceservice.org

You can also contact the Financial Inclusion Team on  
020 8937 2400 or email  
housingmanagement@brent.gov.uk
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We have listened to residents' concerns about scaffolding 
and introduced a new procedure.

Local elections are due to 
take place on Thursday 3 
May 2018. This is your 
chance to decide the future of 
your borough.

The deadline to register to 
vote online is Tuesday 17 
April 2018. Register here: 
www.gov.uk/register-to-
vote 

You will need your National 
Insurance Number and must 
also be a British, Irish, 
qualifying Commonwealth or 
European Union citizen.

REMEMBER you are not 
automatically registered to 
vote. Even if you have 
registered for council tax or 
other council services,  
you will still need to fill out a 
separate registration to vote.

For more information please 
visit www.brent.gov.uk/
elections2018

New scaffolding 
procedure

Are you 
registered 
to vote?

The procedure states that scaffolding  
can only be erected as close to the 
commencement date of the works as 
possible, and generally within a two week 
period to comply with relevant health and 
safety regulations. 

Scaffold notice 

Wates Living Space, our contractor 
partners, will write to all residents keeping 
you informed of all work on your estate, 
and a notice will be put up on the scaffold 
with details of the works, the contractor 
and contact details. These notices will 
include:

• Reason for the erection of the scaffold

• Expected duration of the scaffold being 
on site

• Expected date of scaffold being struck

Wates will hold resident meetings prior to 
the works commencing where 
appropriate, and will keep residents 
informed throughout the planned works 
process. If for any reason there is a delay, 
you will be kept informed and given a 
reason why there is a delay in the scaffold 
being struck and when it will be resolved.

Pre-works 
inspections
We are also making the pre-works 
inspection more rigorous by carrying out 
detailed site surveys, and incorporating the 
use of drones. The drones will be 
operated by a qualified company, to carry 
out surveys to roofs and inaccessible areas. 

A scaffold register has also been set up 
internally and will be monitored at the 
weekly liaison meeting with Brent Housing 
staff and Wates.

Monitoring 
performance
We will be closely monitoring our 
contractors by setting a realistic timeframe 
for the completion of works, and 
measuring performance against this.  
We envisage that this will reduce the time 
for scaffolding to be on site. 

VOTES
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Dementia awareness 
in Brent
As we get older, it is not 
uncommon to become 
more forgetful. However, it is 
important to know that not all 
memory problems are a sign 
of dementia.
If you are concerned that you or someone 
you know is showing signs of memory loss or 
forgetfulness, there may be other reasons for 
this. It is important to speak with your GP if 
you have any concerns.

If you or your family member experience 
memory loss or dementia, we would like to 
help you remain engaged, safe and active in 
the community.

Dementia cafés offer a 
social environment for 
people with dementia 
and their carers to 
discuss memory loss 
and the impact that 
this has on their lives. 
During these sessions, 
you can participate in a 
range of activities, 
receive peer support, 
information and 
advice.

Dementia cafés are 
offered in:

• Kingsbury  
Father O’Callaghan 
Hall, St Sebastian 
and St Pancras R.C. 
Church, Hay Lane, 
Kingsbury Green, 
NW9 0NG

• Wembley  
St. Cuthbert’s 
Church, Carlton 
Avenue West, 
North Wembley, 
HA0 3QY

• Cricklewood 
Ashford Place,  
60 Ashford Road, 
Cricklewood,  
NW2 6TU

You can find the dates 
for upcoming cafe 
sessions and other 
dementia groups on 
www.brent.gov.uk

Brent Carers’ Centre 
provide information and 
support for those caring for 
people with dementia, 
including respite services. 
You can contact the team 
on 020 3802 7070, or 
email@
brentcarerscentre.org.
uk. You can also visit them 
at The Willesden Medical 
Centre, 144-150 High 
Road, Willesden,  
NW10 2PT.

If you would like to help 
those affected by dementia, 
you can also become a 
dementia friend. For further 
information, please visit 
www.dementiafriends.
org.uk.

The Groves Residents’ 
Association in Kingsbury has 
been supporting 
Alzheimer’s and Dementia 
groups in Brent for the last 
18 months by knitting 
‘fidget’ blankets.  
These special blankets  
are designed especially for 
those with Alzheimer’s and 
Dementia as they provide 
sensory and tactile 
stimulation for the restless 
or 'fidgety' hands of 
sufferers. The blankets  
were donated to Central 
Middlesex Hospital, 
Willesden Hospital as  
well as to residents in  
their homes.

The Alzheimer’s Society has 
visited the Groves to give 
talks and some of the 

members have volunteered 
to visit residential homes. 
There are plans for future 
sessions, so look out for 
further information soon.

If anyone would like to get 
involved with the Groves  
on this project, please 
contact Sheila Perry 
(resident representative)  
on 07825 442 449.

Dementia 
cafés

Knitting heroes
Brent 
Carers’ 
Centre

Brent Housing can offer a one hour dementia 
awareness session to small groups of residents 
in your community at times that suit you.  
If you would like to book a session please 
contact Christina Byrne, Community 
Leadership Manager on 020 8937 2576 or 
by email christina.byrne@brent.gov.uk
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Dockless bikes 
coming to Brent
Dockless bikes will be hitting Brent’s streets under a new 
initiative that aims to encourage more people to get 
cycling and reduce traffic congestion in the borough.

Brent Credit Unions

CUBE: (Credit Union for Brent and Ealing): www.cubecreditunion.org/

Hillingdon Credit Union: www.hillingdoncu.co.uk/

My Community Bank: www.communitybanknetwork.co.uk/

Under the one-year pilot scheme, given 
the go-ahead by Brent Council’s Cabinet 
in January, dockless bikes will be rolled 
out across the borough as part of Brent’s 
commitment to increasing accessibility 
for cyclists and improving air quality.

These bikes, which have GPS 
technology, can be located and unlocked 
using a smartphone app. Users pay a 
small hire amount and leave them safely 
parked at their destination within the 
borough after they finish. 

Cllr Eleanor Southwood, Lead Member 
for Environment, said: “We have been 
working hard for a long time now to 
make Brent a safer and more attractive 
place to cycle. In the last couple of 
months alone, we’ve introduced a 

Quietway cycle route from our 
boundary with Camden to  
Gladstone Park to help people who 
want to cycle on lower-traffic 
streets, and also completed 
our first semi-segregated 
cycle scheme in Carlton 
Vale, Kilburn.

“I’m looking forward 
to seeing how this 
scheme will work 
in the borough,  
as it has real 
potential to make 
cycling more 
accessible for 
many more 
residents.

“Cycling is beneficial in so 
many different ways for all of 
us here in Brent. Not only 
does it get us active and 
healthier, but by using a bicycle 
instead of a car where 
possible, you are helping to 
tackle air pollution and 
improve the quality of air we 
all breathe.”

"We have been working 
hard for a long time  

now to make Brent a safer 
and more attractive place  

to cycle."

There are three credit unions in Brent providing a service to residents:  

Credit unions provide loans at a low interest rate, encourage all members to save 
regularly and provide financial advice.
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Social 
housing 
mobility 
scheme
An exciting and innovative mobility 
scheme for Brent Council tenants 
has arrived.

This new scheme aims to encourage 
mobility amongst tenants who do 
not qualify for a move under the 
council’s normal waiting list

These tenants will now have an 
opportunity to move to another 
Brent Council property of the same 
size that is closer to their 
employment. The scheme is also 
aimed at tenants who give or 
receive care and want to move 
closer to this location.

Eligible Brent Council tenants will 
need to meet either one of the 
following criteria in order to qualify.

• Employment route: Tenants 
travelling one hour or more to 
work and/or working outside the 
standard core working hours of 
9am - 5pm.

• Care route: Tenants who  
receive care or provide care to  
a person with an identified  
care need.

If you want more information about 
the scheme and how it operates, 
please contact Omari Gayle,  
Senior Rehousing Officer on  
020 8937 2181 or email  
omari.gayle@brent.gov.uk

Brent tenants 
feedback on meeting 
Housing Minister
Brent Council tenants were among a delegation of 
London wide social housing tenants who were invited to 
an engagement event to discuss the experiences of living 
in social housing with the former minister of state for 
housing and planning, Alok Sharma MP in Westminster 
towards the end of 2017.

More than 100 residents from 
approximately 30 London-based  
social landlords, including a group of 
Brent Council tenant representatives, 
attended the event and raised important 
housing issues. 

Nina Chadha from South Kilburn, 
Sheila Perry from Kingsbury and Peter 
Curran were among the Brent tenants 
who attended the event. 

Nina Chadha said: “I found the 
engagement event very informative.  
It was nice to know that the majority had 
the same opinion on tenants, cleaning, 
listening, community involvement, new 
developments and HS2.”

Sheila Perry said: “The Minister was 
very upfront in his speech, very honest 
and spent time listening to tenants' 
views. He said if we have questions to 
ask, to make sure we are heard. If we 
feel no one is listening and we feel it is 

important to tenants needs, then we 
need to email him personally and he 
would look into it. You can’t ask more  
than that.”

Peter Curran said: “Let’s hope that 
all the good ideas, useful criticism, 
inspiration and legacy from this will  
help to improve social housing. I think 
the potential for good effective local 
social housing management working 
together with involved enthusiastic 
residents is limitless.”
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LEASEHOLDER NEWS

Leaks
Residents often contact the Leasehold 
Management Team to complain about 
leaks damaging their property from 
another property. The most common 
origin of these leaks is from the overflow 
pipe. To reduce the damage and disruption 
that leaks cause, the Leasehold 
Management Team ask all leaseholders to 
follow a few simple guidelines. 

• Make regular checks to all pipework and appliances that 
use water (e.g. washing machines) to ensure there are 
no leaks. 

• Give the Leasehold Management Team an emergency 
contact number so we can contact you immediately if 
there is a leak.

• Make sure you repair any leak from your property 
quickly and then tell the Leasehold Management Team 
so they can repair the damage caused by the leak. 

Please note that unnecessary delays in fixing leaks can be 
deemed as harassment and causing a nuisance to others. 
Causing a nuisance to others is a breach of the lease and 
Brent Council would have to take appropriate action which 
may result in legal proceedings.

If you would like further information, please contact the 
Leasehold Management Team on 020 8937 2400 or 
email housingmanagement@brent.gov.uk
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Performance Figures  
January 2018 (Q3)

2017/18 
actual

Q3 
2017/18

Brent 
Housing 

Management 
target 17/18

On 
target

Going 
up/ 

Going 
down

RENT COLLECTION
We aim to collect 99.5% of all rent due

99.3% 99.6% 99.5%

REPAIRS - COMPLETION TIME
We aim to complete 92% of repairs on the  
first visit

93% 97% 92%

REPAIRS - QUALITY OF WORK
We aim for 95% of customers to be satisfied  
with the quality of repairs work based on text 
message surveys

72% 69% 95%

ESTATE INSPECTIONS 
We aim to carry out 100% of estate inspections 
bi-monthly

96% 90% 100%

GAS SAFETY
% homes with a valid gas safety certificate 

100% 99.9% 100%

CORRESPONDENCE
We aim to respond to 100% of our 
correspondence within 10 working days 

93% 96% 100%

STAGE 1 COMPLAINTS
We aim to respond to 93% of stage 1 local resolution 
enquiries within 20 days

99.5% 95% 100%

STAGE 2 COMPLAINTS
Percentage of stage 1 complaints escalated to stage 2

13% 17% For 
information

CUSTOMER RESPONSE TEAM -  
CALLS ANSWERED
Percentage of phone calls answered in the 
Customer Response Team

86% 74% 90%

CUSTOMER RESPONSE TEAM -  
CALL TIMES
Average answering time for calls to the Customer 
Response Team

2.17 5.06 1 minute

HOW ARE WE PERFORMING?

youth
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youth
ofBrent

Looking for inspirational

The project involves training 
young people (13-19 years 
old) in how to make and 
launch a short film about 
positive youth stories from 
Brent. We have already 
conducted several sessions 
where the group have learnt 
interview techniques, how to 
use a video camera and have 
brainstormed ideas for the 
film content. 

Once completing this project, 
the participants will gain an 
Arts Award Level 2 (Bronze 
or Silver) accreditation.

This project and the final 
documentary film we 
produce, aims to tell the story 
of positive youth in Brent and 
showcase young people who 
have transformed their lives.

As well as film training, we are 
conducting workshops across 
the borough with schools and 
youth groups to get their 
input for the film content,  
and to identify inspiring 
stories. 

for documentary film

We are looking for positive young people to 
interview for this documentary film. If you want to 
take part or know anyone who would be suitable, 
please let us know.
For further information, please contact Nadia Khan, 
Communications and Marketing Manager  
(Housing Management) by email nadia.khan@brent.
gov.uk or call 020 8937 2363.

Want to get involved?

Youth Stories of Brent is 
sponsored by

and facilitated by

WE RECENTLY LAUNCHED A DYNAMIC 
NEW FILM PROJECT CALLED YOUTH 
STORIES OF BRENT.



Housing 
Management 
Services
You can report non-urgent repairs,  
pay your rent and other queries online at 
www.brent.gov.uk/
housingmanagement 

You can also contact the Housing 
Management Customer Response Team 
between the following hours:

• Monday to Friday 8am to 5pm

You can also email your repair details to 
housingrepairs@brent.gov.uk 

For all other Housing Management enquiries 
please email housingmanagement@
brent.gov.uk or call 020 8937 2400.

If you have an urgent problem outside our 
office times, please call the out-of-hours 
service on 020 8937 1234.

Brent Civic Centre, Engineers Way,  
Wembley, HA9 0FJ

www.brent.gov.uk/housingmanagement

Sign up to email 
alerts and news

Got feedback on Your Voice?
If you would like to contribute to the next edition of Your Voice,  
please contact:
Your Voice Magazine, Corporate Communications, Brent Council,  
Brent Civic Centre, Engineers Way, Wembley, HA9 0FJ

Tel: 020 8937 2400 

Email: housingmanagement@brent.gov.uk 

Follow us on Twitter @Brent_Housing 

Like us on Facebook www.facebook.com/brentcouncilhousing

Sign up now, if you want to find out about:
• The latest news for you
• Events and activities
• Information about local services
• Local public consultations.

It’s free and easy to sign up so please visit  
www.brent.gov.uk/housingmanagement 

Get the latest news, events and service 
updates for council tenants and 
leaseholders - straight to your email inbox!


