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A new Lead member for Housing and Welfare 
Reform, Councillor Eleanor Southwood was 
appointed recently, and we spoke with her to 
get acquainted and find out what her priorities 
are for housing (page 3).  

You will be pleased to know that we are 
launching a new way of working, where 
Housing Officers will be more visible and in 
communities, so you can approach them 
directly about issues or concerns in your 
neighbourhood. Read more about this on 
page 4.

We have a special section for you where our 
Operational Director for Housing has 
answered the frequently asked questions from 
residents, and gives you an update on our 
journey to bring you a better service,  
see page 5.

We would really like you to be more involved 
with us, and are launching a new dynamic 

Customer Experience Strategy which 
proposes more creative ways to reach out to 
our customers. Read more about what this 
new strategy will look like, the opportunities 
available and how you can join our Customer 
Experience Panel (page 8). 

There is much more inside, we hope you 
enjoy this edition. If you have any feedback or 
would like to contribute to future editions, 
please do 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 summer edition of Your Voice. We have a 
packed edition for you with lots of news and useful information. 
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“Housing is one of the biggest challenges 
we face. Brent’s a great place to live but 
too many people are forced to 
compromise. Substandard conditions, 
insecure tenancies and high rents create 
massive pressures and many residents 
struggle to afford to live here at all.

“It doesn’t have to be like that and there 
are loads of ways to make things better.

“I’ll be working with my Cabinet 
colleagues and the Mayor of London to 
build as many good quality, affordable 
homes as we can.

“This year, we’re investing £21 million to 
improve the condition of council homes 
and spending £400K on the way our 
estates look and feel. I’d love to see 
many more Tenants' and Residents' 
Associations too.

“Brent Council has agreed £10 million to 
be spent on enhanced fire safety 
measures. These works will be 
integrated into our block refurbishment 
programme so that along with  
improved safety, residents will enjoy 
overall improvements in the quality  
of their homes. 

“Most people in Brent rent from private 
landlords and we’ll be applying to the 
Government for powers to license even 
more of these.

“And as for landlords who choose to 
flout the rules and put their tenants at 
risk, our message is clear. We will 
investigate and take the toughest action 
we can.

My plans for 
housing
Councillor Southwood was recently appointed as the 
new Lead Member for Housing and Welfare Reform.  
We caught up with her to discuss her plans for housing 
and working more closely with residents.

“This year, we’re 
investing £21 million to 
improve the condition 
of council homes and 

spending £400K on the 
way our estates look 

and feel.
“Changes to benefits and a hostile 
environment for some of our most 
vulnerable residents means that the risk 
of homelessness is all too real. Working 
with community groups, we’ll redouble 
our efforts to protect and support 
people as early as possible.

“We’ve much to do in Brent. I’m looking 
forward to working with you to meet 
the challenge.”
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The Homes and Community Service 
will be more hands-on, visible, and 
collaborative. It will also act as a point of 
contact for residents. They’ll be 
responsible for all aspects of lettings, 
tenancy management, estate services 
and working with partners to tackle 
anti-social behaviour. 

What will change under 
the new service?
• Frontline Housing Officer resources 

will be split into three Homes  
and Community areas:  
1) Wembley, Willesden, Kingsbury 
and Kenton, 2)Harlesden, 3) Kilburn 
and Kensal Rise

• Neighbourhood Housing Managers 
will be responsible for each of the 
Homes and Community areas. 
They’ll be supported by a team of 
Housing Officers who’ll work flexibly 
across the area, responding to service 
request from customers and dealing 
with operational demands

New roles for 
Housing Officers
Who are you going to call?
Housing Management are working to improve services for you. As part of the changes, 
a new Housing Officer Team, called the Homes and Community Service has been 
created to provide frontline support to tenants and leaseholders. This team is part of 
the wider Neighbourhood Services function. 

• We’ll arrange regular planned 
neighbourhood inspections and local 
surgeries across key estates to make  
it easier for you to have access to 
local services

• Your Neighbourhood Housing 
Manager and their Housing Officers 
will have knowledge of other council 
services, and will be able to help you 
access these if you need additional 
support in your tenancy

• Your Neighbourhood Housing 
Manager and their Housing Officers 
will have knowledge of other council 
services, and will be able to help you 
access these if you need additional 
support in your tenancy

• We’ll arrange to visit you in your 
home as part of ‘Tenancy MOT’ 
programme and provide the 
information you need. They can also 
help if you need support in accessing 
online services.

Your Housing Officers will now be more 
visible and involved. Their role will 
include all core housing management 
services including general tenancy, 
leasehold management, estate services, 
lettings and resident engagement. 

What will stay the same?
• You’ll still be able to contact us via the 

Customer Experience Team 
(formerly known as the Customer 
Response Team), as you do now on 
020 8937 2400 or email 
housingmanagement@brent.
gov.uk or housingrepair@brent.
gov.uk

We will ensure that there is minimum 
disruption to the service while we are 
making these changes.

'Together 
Better' in  
your area
We are looking 
forward to 
working more 
closely with you to 
deliver services 
that meet the needs of our customers 
and communities. 

You won’t necessarily see any major 
differences right from the start as we  
aim to make the changeover as seamless 
as possible.

Your Housing Officer will contact you 
shortly to discuss the new Homes and 
Community Service.
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Come and meet the new senior management 
team and talk to us about:

➤ How can we keep you better informed

➤ What is important to you about where  
you live

You will also have the opportunity to hear about 
our new service offer and new resident 
engagement model, along with meeting 
housing management staff and contractors.  

Please come along and talk to us about repairs, 
anti-social behaviour, rent, estates, leasehold 
services or anything you like.

Find out more at  
http://housingmanagement.brent.gov.uk/
get-involved/
Email: housingmanagement@brent.gov.uk 

Phone: 020 8937 2400
#togetherbetter #talkback

For directions to the Brent 
Civic Centre, please visit 
Brent Council’s website  
www.brent.gov.uk.

Light refreshments will be 
provided.

talk
back

Did you know that we have a dedicated news and alert service 
for council tenants and leaseholders? 

Be the first to hear about latest news and developments.  
We also send out important information regarding your safety, 
news alerts for your block or estate, opportunities such as 
apprenticeships, events you may be interested in, competitions 
you can enter and prizes you can win!

The newsletter will be your main source of information about 
Brent Housing, as the residents’ magazine is set to be phased 
out from January 2019.

So keep in touch and don’t  
miss out!

Sign up via our website:  
www.brent.gov.uk/
housingmanagement  
or email: 
housingcommunications@
brent.gov.uk

Sign up to Your Voice e-newsletter

Wednesday  
25 July 2018
Surgeries 5.30pm - 6.45pm
Talkback 7pm - 8.30pm

Meet Councillor Southwood (new Lead Member for Housing & Welfare 
Reform) and learn more about our new customer standards

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

Operational Director of Housing, Hakeem 
Osinaike answers some questions about 
the challenges ahead for Brent Housing 
Management in 2018/19.

What improvements 
will you be making   
to the housing 
management service 
over the next 12 
months?
We have launched a new structure 
which has been shaped by your 
feedback on how you feel the 
service should work.

We will focus on improving the 
way we carry out repairs, keeping 
you in the loop for appointments 
and getting you involved in rating 
the quality of repairs. 

Engaging residents is also a 
priority, and we want to improve 
how we communicate and work 
with you. We have been working 
with residents to provide more 
meaningful ways to get involved. 

We have created new roles for 
Housing Officers (see page 4 for 
more details) which will be more 
visible and integrate all frontline 
housing management services 
including tenancy management, 
estate management, anti-social 
behaviour and resident 
involvement. 

We will also be investing £21 
million this year to improve the 
condition of council homes, and 
are improving the way we manage 
our contracts.  

How are you 
modernising the 
service? 

A big part of our improvement 
journey is to invest in modern 
technology. We're introducing a 
new state-of-the-art system which 
will allow us to bring together 
information about residents in one 
place. This will make us more 
efficient at booking jobs and 
sending you status updates in  
real-time. 

We’ll also be creating a new 
customer portal which will allow 
you to keep up-to-date on your 
account history, and enable you to 
raise service requests in a hassle-
free way. 

How will you improve 
the estate cleaning 
service?
We want our customers to be 
proud of where they live and we 
recognise that our estate cleaning 
service is an important area we 
need to improve to achieve that 
ambition. We’re working with the 
current cleaning contractor, 
Wettons to drive up the current 
cleaning standards as residents 
told us that this isn’t consistent 
across all our estates.

We would also like you to get 
involved by monitoring the service 
and providing valuable feedback. 
Training will be provided.

What are we doing to 
increase housing 
supply?
Brent is preparing to put in a 
significant bid for support in 
delivering an ambitious pipeline  
of new affordable housing.  
The council is currently 
considering over 70 sites which 
have the capacity to deliver as 
many as 200 new homes. Brent 
is aiming to be at the forefront of 
the Mayor of London’s new 
proposals to building 10,000 
homes across London.

What are our 
improvements to the 
responsive repair 
service?
We have improved the quality 
and turnaround of the service 
and have been successful in 
cutting out delays. There have 
already been improvements as 
we have seen a good turnaround 
in the repairs jobs, the number of 
emergency repairs has been 
reduced which has given us more 
time for day-to-day repairs jobs.

Weekly contract management 
meetings have been introduced to 
discuss our performance, 
improvements, complaints 
management and current issues.      

We are also making sure that 
staff are trained to diagnose 
repairs correctly and that  
the right person is sent for the 
right job. Some of our frontline 
Customer Response Team will be 
co-located with the Repairs Team 

Hakeem Osinaike



Voice Issue 7 Summer 2018@Brent_Housing brentcouncilhousing 07

for coaching and mentoring 
purposes.    

How do residents get 
involved in shaping 
services and holding 
staff to account?
Resident engagement will be a 
core part of the Housing 
Customer Experience Strategy 
being delivered in July.  
This strategy will ensure there  
is a direct link between 
engagement and improving 
customer experience.

We will be launching a new 
Customer Experience Panel  
made up of residents who  
will be appointed to examine  
and challenge the way we  
deliver services (see page 8 for 
more details).

As part of our new structure,  
we are making accountability, 
integrity and ownership a key 
part of our new culture.  
We expect that each officer  
you make contact with takes  
full responsibility and sees your 
case through to the end.

What is Brent 
Housing Management 
doing to improve  
fire safety?
We take fire safety very 
seriously and keeping our 
residents safe is a priority for 
Brent Council.

All high-rise buildings owned and 
managed by the council have fire 
safety risk reduction measures 
in place to ensure that the 

residents are safe, we keep these 
up-to-date and review on a 
regular basis.

The council aims to implement 
further improvements to our fire 
safety plans that go beyond the 
requirements of the Regulatory 
Reform (Fire Safety) Order 2005 
to provide additional reassurance 
of fire safety within buildings.

The key actions we are taking 
and findings so far include:

● All of our 39 high rise blocks 
(6+ storeys) have up to date 
fire risk assessments 

● Fire risk assessments are 
undertaken by competent fire 
risk assessors that are 
suitably qualified, accredited 
by a recognised 3rd party 
scheme and have experience 
undertaking fire risk 
assessments to similar 
buildings 

● All fire risk assessments  
are done in line with best 
practice guidance 

● 100% of fire risk assessment 
actions have been completed 

● There are no council high rise 
blocks with Aluminium 
Composite Material (ACM) or 
any type of cladding 

● Resident fire safety drop-in 
surgeries have been 
completed, to inform residents 
of how seriously the council 
takes fire safety and to 
provide reassurance to 
residents on the safety of 
their blocks with fire  
safety leaflets including 
answers to FAQs issued during 
the sessions 

● A zero tolerance approach on 
items in communal areas was 
adopted and is enforced by 
Estate Inspectors who 
undertake environmental 
quality checks every 28 days 

● Fire safety awareness 
training has been provided by 
a registered training provider 
to 45 staff members who have 
received certificates to 
demonstrate they have 
successfully completed the 
fire training course 

● Fire risk assessments have 
been published online for all 
high-rise buildings on Brent 
Council’s website 

● Brent Council has also agreed 
£10 million to be spent on 
enhanced fire safety 
measures. These works will 
be integrated into the block 
refurbishment programme so 
that along with improved 
safety, residents will enjoy 
overall improvements in the 
quality of their homes.

For general fire safety tips, 
please see page 14. 

If you have any questions you 
would like Hakeem to answer in 
future editions of Your Voice, 
please send them to 
housingcommunications@brent.
gov.uk

Just in time for the Euro 2020 games, residents and businesses across Brent will be able 
to enjoy some of the fastest broadband speeds in Britain, aiming to deliver up to 1 gigabit 
per second broadband by 2020.

Brent Council has given the go ahead to high-speed broadband provider Hyperoptic to 
roll out their full-fibre broadband to an estimated an 11,000 council homes and 8,000 
businesses in the borough. We will be contacting residents shortly with more details.

Set to become London Borough of Culture in the same year, 2020 is shaping up to be a 
promising year for one of the most diverse boroughs in London.

Brent set to become one of the 
fastest broadband areas in Britain
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Our new approach will make sure that 
residents have an opportunity to get 
involved in service activities at all  
levels and times which suit. We will also 
be making more use of digital technology 
to make connections with residents.

Resident engagement will now be linked 
to service improvements and we will  
use resident feedback to shape the 
service we deliver. 

You have told us that you would like to:

• Get involved in scrutinising  
service delivery 

• Get involved in rating our repairs and 
neighbourhood services 

• Get involved in neighbourhood 
improvement planning

• Get involved in shaping future 
services that affect you

New look resident 
engagement
Resident engagement is a key priority and will be a core part of the emerging 
Customer Experience Strategy being delivered in July. 

• Protect the fund available to 
community groups to deliver  
local estate improvements and 
initiatives that will make a difference 
to local communities

• Report on the difference resident 
involvement makes to service 
delivery and estate improvements.

Join the Customer 
Experience Panel

We are excited to be launching a 
resident-led Customer Experience Panel 
to examine and challenge the way we 
deliver services. These residents will 
help shape services and hold us to 
account and be able to influence and 
shape policy and services. 

The role is varied and will involve taking 
part in team discussions, analysing 

performance and satisfaction data and 
suggesting how we can improve.

These are exciting times ahead for 
residents to get involved in a meaningful 
way. If you would like to get involved  
or want more information about  
joining our Customer Experience Panel,  
please contact: christina.byrne@
brent.gov.uk or call 020 8937 2576.
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A garden from the Chelsea 
Flower Show has been 
donated to Watling Gardens 
Tenant Management 
Organisation (TMO) in 
Kilburn. 

The ‘Life Without Walls’ 
garden by up-and-coming 
designer Naomi Ferret Cohen, 
is to be re-housed at  
Watling Gardens thanks to 
Mapesbury Ward Councillor, 
Lia Colacicco who made  
all the arrangements. 

The garden will be situated by 
the TMO Office and will be 
maintained by local gardeners. 
The preparation work for this 
garden has commenced with 
the help of local volunteers 
and residents. 

Catherine Dack, Manager of 
Watling Gardens said: “We are 
delighted to have this beautiful 
garden and hope it will be a 
place for residents and local 
community groups to share 
and enjoy. The local Dementia 
Garden Project from Ashford 
Place will be using the garden 
to organise a weekly gardening 
club for people living with 
Dementia to enjoy the fresh air 
and undertake some exercise 
within the garden.”

Chelsea 
Flower Show 
garden heads 
to Watling 
Gardens

Local boy represents 
Team England at 
the Commonwealth 
Games
Amar Mazigh, a 20-year-old 
Brent tenant who lives on  
St. Raphael’s Estate, Neasden 
represented Team England at 
the Commonwealth Games 
in April. 

This is not the first time the young athlete 
has represented his country, he brought 
home his first silver and bronze medals 
when he represented Team GB at the  
Junior Para and World Para Athletics 
Championships.

Despite being diagnosed with Multiple 
Sclerosis at aged 13, Amar’s passion for his 
sport has driven him to overcome any 
physical and mental setbacks through a 
rigorous training programme to realise his 
athletic potential. He is also currently 
studying Sport, Health and Exercise Sciences 
(Human Performance) at Brunel University.    

The 2016 Olympics inspired Amar to get 
classified to compete internationally.  
In March 2017, Amar went to Dubai to 
compete for Great Britain at the 
International Grand Prix competition camp 
where he won his 100m final race. After his 
debut at the Commonwealth Games, Amar 
is training hard to compete in the IAAF 
World Championships in Doha in 2019,  
and the Olympics in 2020.

Amar has tried to not allow the enormity of 
attending the Commonwealth Games 
distract him. He said: “I tried not to focus 
too much on it. I just wanted to perform to 
my best ability. I’m really lucky to have had 
the opportunity to attend; it was an amazing 
experience.”

“Even though I get to travel and attend 
world class competitions, I still love my 
home. My parents are from Algeria, 
and I really value the diversity of Brent 
and the way many cultures live side  
by side.”

Amar said: “I am often asked about 
youth gun and knife crime in London, 
and what it’s like to live on St. 
Raphael’s Estate. My view is that 
everywhere has good and bad 
elements. There are so many nice 
things about St. Raphael’s. There are a 
lot of community activities happening 
here and there are many dynamic  
and driven people; my neighbours  
and other local residents are friendly. 
Its home for me.”
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MONEY MATTERS

This means that all new claimants or 
those with a change in circumstances 
will have to apply for Universal Credit 
instead of the benefits listed below: 

• Housing Benefit
• Job Seeker's Allowance  

(income based)
• Employment and Support Allowance 

(income related)
• Income Support
• Working Tax Credit
• Child Tax Credit

How is it paid?

The six benefits detailed above will be 
merged into one single payment. Unlike 
many of the existing benefits, Universal 
Credit will be paid once a month, rather 
than weekly or fortnightly, and will be 
paid directly in to your bank account.

This is particularly important if your 
Housing Benefit is currently paid to your 

Universal Credit
The full roll out of Universal Credit will come to 
Brent from November 2018.

landlord, because under Universal 
Credit, you will instead receive this 
money as part of your single payment. 
This means you will be responsible for 
paying your rent out of your monthly 
Universal Credit payment.

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. In addition, we are currently 
looking into a number of ways to help 
prepare our residents to manage their 
claims online.

For further information, please contact 
the Financial Inclusion Team on 020 
8937 2790 or the Income Management 
Team on 020 8937 2730.

Want to move home?  
Try HomeSwapper
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. 

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

We will be holding a series of 
roadshows across the borough, where 
tenants can find out more about 
Universal Credit and get advice.

These will take place on the  
following dates:

25 July 2018 11am-2pm 
Willesden Green Library

2 August 2018 11am-2pm 
Henderson Close Meeting Room,  
St. Raphael’s Estate

8 August 2018 11am-2pm 
Harlesden Library

22 August 11am-2pm 
William Dunbar House  
Meeting Room, South Kilburn Estate

Universal Credit Roadshows
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Sign up to 
MyAccount to 
enjoy brilliant 
online experience
MyAccount is a free online service, 
available 24/7 on your computer, tablet or 
mobile: 

• Check your rent statement 

• Report and view previous repairs

• Update your details and more 

Hundreds of Brent Housing Management 
residents are already signed up and 
benefiting from this service.

Under the terms and 
conditions of your tenancy 
agreement you must ensure 
your rent is paid weekly in 
advance. This means that not 
only will you get to keep your 
home but that Brent Council 
can use the rental income to 
help deliver a range of services 
including repairs, grounds 
maintenance and major works.

The Income Team is 
responsible for collecting 
outstanding rent arrears owed 
by council tenants. Our officers 
make every effort to engage 
with tenants who fall behind 
on their rent and can offer 
advice and assistance to 
alleviate any financial difficulties 
that you may experience. 

If you have difficulties paying 
your rent, please contact us on 
020 8937 2400 or email 
housingmanagement@
brent.gov.uk

Remember 
to pay 
your rent 

More information about this service can 
be found on our website www.brent.
gov.uk/your-council/my-account/

Creating an account 
requires three things:

Your own secure email account,  
your first and last (family) name and a 
password. It’s very simple, all you need 
to do is sign up and join in.
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Key highlights:

➤	 £52,742 economic 
benefit has been 
generated for the local 
community as a result of 
this spend

➤	 22 local people  
have benefitted from 
employment and training 
initiatives

➤	 689 training/employment 
weeks have been created 
for local people

➤	 3,699 hours have been 
invested in supporting 
these people by Wates

➤	 £257,639 is the value 
of our investment into 
training local people

➤	 £3,439,653 has been 
spent with local small 
businesses on this project

➤	 £350,000 has been 
spent with local supplier 
Travis Perkins in Neasden

➤	 282 hours have been 
invested into volunteering 
in the community by 
Wates staff

➤	 £42,266 has been 
invested into local 
charities/community 
causes

Social value and 
investment in 
Brent 2017/18
Year 4 (April 2017 to March 2018) of Wates’ asset 
management contract with Brent Council.  
Value - Circa £15m (Year 4)

Projects investing in the 
community:

➤	 Replaced all windows at  
the Sufra Food Bank 
portacabin - £2,737

➤	 Awarded £15,420 grant 
to the Global Skills 
Centre to support their 
STEM programme

➤	 Funded ‘Youth Stories of 
Brent’ film project with 
young people - £19,250

➤	 Supported the Valentine’s 
Day Afternoon Tea for 
older people in Brent

➤	 Supported ‘Brent Movie 
Fun Day’ for local 
children and families

➤	 Installed new kitchen 
units and undertook 
decorative work to 
Rokesby Place- £4277

➤	 Painted the communal 
ground floor area at John 
Ratcliffe House- £2000

➤	 Brentfield Road 
portacabin received a 
facelift- £5000

➤	 Maintained the Brent 
community portal 
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What you should do?

• Use a door chain and spy hole if 
you have one

• Ask callers for their identity card

• Refuse entry to a stranger or 
someone you are not sure of

• Call the police if you are not sure 
about the claims of someone 
calling at the door.

What you shouldn't do?

• Allow anyone into your home if 
you are not happy about them

• Believe that someone is an official 
without the proper identification

• Part with cash on the promise 
that work will be done in the 
future

• Keep more money in the house 
than you need.

Always check ID

Always check that officials visiting 
your home are genuine.

Visiting Brent Council officers and 
our contractors will be able to show 
you their identification. They will also 
be happy to wait while you check 
their ID. Make sure you ask to see it 
before you allow anyone into your 
property. If they refuse or you are 
unhappy with what you are shown, 

please contact the Housing 
Management Customer Response 
Team on 020 8937 2400.

Fraudulent or suspicious calls should 
be reported using National Action 
Fraud through their website  
www.actionfraud.police.uk/
report_fraud 

If you feel threatened in  
any way, please call the  
police on 999. Remember,  
a genuine caller will never 
mind you taking precautions.

Don’t 
become a 
victim of 
bogus 
callers
Some criminals trick 
their way into homes 
so that they can steal 
or do harm. This 
simple guide may help 
you avoid this problem.
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You can prevent fire from 
happening by taking a few 
simple steps:

• Don’t leave cooking unattended; avoid 
leaving children in the kitchen alone with 
cooking on the hob

• Be especially vigilant when cooking with oil. 
NEVER throw water on a chip pan fire

• Make sure cigarettes are put out properly, 
use a proper ashtray and don’t smoke  
in bed

• Don’t overload electrical sockets

• Turn off appliances when not in use.  
Don’t even leave them on standby

• Keep matches and lighters out of reach and 
sight of children

• Make sure candles are secured in a proper 
holder and away from materials that may 
catch fire - like curtains. Children shouldn’t 
be left alone with lit candles

• Make sure you have a working smoke alarm.

What to do - If a fire is 
discovered in your building

Be aware of the Evacuation Plan for your 
building. Different plans apply for different 
building types and layouts. 

When the communal fire detection and alarm 
system sounds, go to the fire assembly point if 
your building has one. 

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!

Leave IMMEDIATELY if smoke or heat affects 
your home, or if you are told to do so by the 
fire service. 

If you are in any doubt, get out.

Do not leave your belongings 
or rubbish in corridors, the 
lift lobby or the stairway.

This is your means of escape and could 
affect you and your neighbours if there 
was a fire.

Remember:

• Test your smoke alarm once  
a week

• Keep the exit route from your flat 
clear so you can escape in an 
emergency

• Close doors at night, especially the 
doors to the lounge and kitchen to 
prevent fire spreading

• If you live in a flat make sure 
that your door-closer is 
working correctly and in the 
event of fire if you leave the 
building, ensure you close 
your flat door behind you

• Plan your escape NOW 

• Be prepared and don’t 
wait until it happens.

If you have further fire safety concerns, you can ask the London Fire 
Brigade to pay you a home fire safety visit: www.london-fire.gov.
uk/safety/the-home/book-a-home-fire-safety-visit/

If you have any more questions on fire safety, please contact: 
housingmanagement@brent.gov.uk 
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Fire Safety Around the Borough 
New Residents’ 
Association 
committee at  
St. Raphael’s
The St. Raphael's Residents' Association 
in Neasden voted in a new committee 
at their annual general meeting at 
Henderson House on 15 February.  

The new elected chair, Valerie Brooks, 
welcomed her new appointment.  
She said: “I have lived on St. Raphael's 
Estate since the 1980s and during this 
period time I've seen the estate grow in 
many ways, some positive some 
negative but this is my home, this is my 
estate...I would like to see more 
interaction with neighbours and 
community groups based on the estate, 
and more interaction with Brent 
Housing.”

Residents 
royal wedding 
celebration
The St. Raphaels’ Residents’ Association 
committee hosted a special high tea to 
celebrate the royal wedding of Prince 
Harry and Meghan Markle. 

On Saturday 19 May, residents dressed 
for the occasion, donning their hats and 
wedding attire to mark the historical 
occasion. The event was sponsored by 
our contractor Polyteck who provided a 
widescreen television, refreshments and 
equipment to enable residents to watch 
the wedding in style. 

Valerie Brooks, Chair of the Resident’s 
Association said, "It was a lovely day with 
people from different cultures on the 
estate coming together to celebrate the 
royal wedding."

Love Where You 
Live grant
Brent's Love Where You Live campaign 
aims to make it easier for residents to 
work with the council as it strives to 

make the borough a cleaner, greener 
and better place to live.

And now with a little help from a new 
Love Where You Live grant, you can 
now do even more to brighten up your 
neighbourhood and inspire a bit of 
community spirit.

Whether it’s organising a street party, 
brightening up your local area with some 
flowers or establishing a weekly event 
for those who feel isolated in your area, 
these grants offer the chance to bring 
your community together and make a 
difference in your neighbourhood.

For more information about how to 
apply, please visit the Brent website 
www.brent.gov.uk. 

Raising awareness 
of Dementia
Brent Housing can offer a one hour 
dementia awareness session to small 
groups of residents in your community  
at times that suit you.

We recently organised some sessions 
with the Groves Residents’ Association 
in Kingsbury and at Watling Gardens  
in Kilburn.

If you would like to book a session 
please contact Christina Byrne, 
Community Leadership Manager on  
020 8937 2576 or email  
christina.byrne@brent.gov.uk
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Complaints: 
You said: We did
Receiving complaints is not only our opportunity to put things right where they have  
gone wrong, but knowing more about why you aren’t happy helps inform our procedures 
and practices. 

Our Complaints Team works to get to the root cause of the problem and ensure the same 
thing doesn't happen again. 

Last year we received on average 39 complaints for every 1,000 properties we manage. 

Tracing and 
remedying leaks 
in blocks of flats

We recognise 
that our ability to 
deal with leaks, 

particularly from 
blocks of flats is 

sometimes delayed 
due to access 

problems. We’re 
reviewing our ‘No 
Access’ procedure 

to enable us to 
access properties 

causing and 
impacted by a 

leak. We have also 
improved how 

we work with key 
partners including 

the local Fire 
Brigade to assist 
in emergency 

situations. 

Scaffolding up 
for a long period 

before being  
taken down

We now have 
a common 

scaffold register 
which tracks all 
scaffolding. It is 

monitored weekly 
and notices are 
up on scaffolds 

informing residents 
why the scaffold 

is up, and the 
expected duration 

of the scaffold  
on site.

Leasehold 
consultation 

process needs 
to be more 

planned and 
more inclusive 

We will be 
introducing a 

more inclusive 
consultation 

process called 
Section 20 plus on 
estates where we 

are delivering large 
scale improvement 

works.  
This consultation 

process will be 
open to tenant and 

leaseholders.

Long wait times 
on the phone

From 2 July there 
will be one number 

for all housing 
enquiries and the 
introduction of a 

call back policy so 
customers don’t 
have to wait on 

hold.  Additionally 
customers are 

now able to raise 
a non-emergency 

appointment online 
and receive the 
same priority as 
they would via  

the phones.
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LEASEHOLDER NEWS

Freeholders are responsible  
for all repairs to their home,  
inside and outside.

Leaseholders are responsible for 
repairing and maintaining most inside 
parts of their home, including:

• Internal non-structural walls, floors 
and ceilings

• Internal decorations

• Kitchen units, toilets, sinks, baths and 
other fixtures and fittings

• Individual heating systems, flues, 
plumbing and electrics that serve 
your property only.

Brent Council is responsible for repairing 
and maintaining the building’s structure 
and the common areas, including:

• All structural walls, roofs, window 
frames, foundations, shared drains 
and external decorations

• All the building’s internal and external 
communal areas, such as internal 
decorations to communal areas and 
repairs to fences, footpaths and 
boundary walls. 

Repairs and 
maintenance for 
leaseholders
Regular repairs and home improvements can 
increase your home’s value and keep you and 
your household safe. 

Reporting a repair

• Phone: 020 8937 2400

• Email: housingrepairs@brent.gov.uk

• Online: www.brent.gov.uk/
housingmanagement and click on 
report a repair
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HOW ARE WE PERFORMING?

youthstories
99.6%
Rent Collection

We aim to collect 99.5% 
of all rent due
2016/17: 99.3%

Brent Housing 
Management Target 
2017/18: 99.5%

Performance Figures (Jan-March 2018)

97% 
Repairs - 
Completion Time

We aim to complete 92% 
of repairs on the first visit
2016/17: 91%

Brent Housing 
Management Target 
2017/18: 92%

71%
Repairs -  
Quality of Work

We aim for 95% of 
customers to be satisfied 
with the quality of repairs 
work based on text 
message surveys
2016/17: 72%

Brent Housing 
Management Target 
2017/18: 95%

91%
Estate 
Inspections 

We aim to carry out  
100% of estate 
inspections bi-monthly
2016/17: 96%

Brent Housing 
Management Target 
2017/18: 100%

99.99%
Gas Compliant 
Homes

We aim to have 100% of 
homes with a valid gas 
safety certificate
2016/17: 100%

Brent Housing 
Management Target 
2017/18: 100%

97%
Correspondence

We aim to respond to 
100% of our 
correspondence within  
10 working days 
2016/17: 93%

Brent Housing 
Management Target 
2017/18: 100%

84%
Stage 1 
Complaints 

We aim to respond to 93% 
of stage 1 local resolution 
enquiries within 20 days
2016/17: 99.5%

Brent Housing 
Management Target 
2017/18: 100%

15%
Stage 2 
Complaints 

Percentage of stage 1 
complaints escalated to 
stage 2
2016/17: 13%

Brent Housing 
Management Target 
2017/18: For infomation

71%

Customer 
Response Team 
- Calls Answered 

Percentage of phone calls 
answered in the Customer 
Response Team
2016/17: 69%

Brent Housing 
Management Target 
2017/18: 75%

2.35

Customer 
Response Team 
- Call Times

Average answering time 
for calls to the Customer 
Response Team
2016/17: 2.17

Brent Housing 
Management Target 
2017/18: 1 minute

100%
Tackling ASB

% of domestic violence 
and hate crime cases 
responded to within 24hrs
Brent Housing 
Management Target 
2017/18: 100%

57days

Empty 
Properties 
(minor)

Average time taken to 
re-let properties when 
they become vacant
2016/17: 27 days

Brent Housing 
Management Target 
2017/18: 24 days
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youthstories

For more information, please contact nadia.khan@brent.gov.uk

WE ARE DUE TO LAUNCH AN 
EXCITING NEW DOCUMENTARY 
FILM ABOUT YOUNG PEOPLE THIS 
SUMMER AT BRENT CIVIC CENTRE. 

Youth Stories of Brent is a 
film made by young people 
for young people. It tells the 
story of inspirational and 
dynamic young people in 
Brent, capturing their 
journeys, hopes and 
ambitions. It also showcases 
some of the organisations  
and community groups 
working locally with young 
people, inspiring them and 
supporting them to achieve 
their potential.

The project is part of Brent’s 
commitment to strengthening 
communities, and getting 
younger residents involved in 
positive activities in the lead 
up to the London Borough of 
Culture 2020. 

A group of young people, 
aged 13-19 were recruited 
last year to be trained in film 
production skills by media 
trainer, Darae Palmer from 
company, 'You're Only Young 

ofBrent

Once' (YOYO). The young 
film makers have played a 
central role in the making of 
Youth Stories of Brent. They 
have gained transferable skills 
and will receive an Arts 
Award qualification on 
completion of the project.

The young film makers come 
from all across the borough, 
including from Brent Council 
managed homes. They each 
have their own talents, 
inspirational stories and 
ambitions which have 
contributed to the essence of 
the whole project. 

Hakeem Osinaike, 
Operational Director for 
Housing said: “We hope this 
project helps to develop and 
inspire young people in 
Brent, and that it showcases 
the talent and drive that  
we have in this borough.  
We hope that young people 
continue to share their 

inspirational stories with each 
other, and that this helps to 
break down barriers and 
encourages others to 
succeed."

This project has been 
supported by our contractor 
partner Wates Living Space.

The 'Youth Stories of Brent' 
film will premiere in summer 

"We want this film to be inspirational to 

other young people, and to show them that 

there are many positive activities happening 

in the borough." 
Priya Bharadia, 15 (aspiring journalist) from Kingsbury

2018 and will then be 
available on our website: 
www.brent.gov.uk/
housingmanagement. To get 
involved, keep up-to-date 
and share your story,  
please follow us on Instagram 
@youthstoriesofbrent

"Young people are doing amazing things in Brent; we wanted to shine the light on them. The stories in the film include sports people, ex-prisoners, apprentices, entrepreneurs and anyone making a difference in their own way."Hussein Mohamed, 16 (talented artist) from Kilburn

"There has been a lot of negative stories 

about young people in the press which is 

very demotivating. We wanted to challenge 

this one-sided view and tell our own 

diverse stories."
Kaiaa Shepnekh-Boston, 13 (aspiring actress)  

from Harlesden 



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

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!


