
Brent Housing Management Talkback  

Introducing our new Lead Member for Housing,  

Cllr Eleanor Southwood 

Wednesday 25 July 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. Hakeem Osinaike, Operational Director for Housing also welcomed all residents 
and introduced Cllr Eleanor Southwood new lead member for Housing. Cllr 
Southwood spoke about her vision for housing. 

 
This was followed by an interaction session with the following results from a poll; 

 
A. I would attend Talkback if it was held at Willesden Green Library 

 

12 Responded  
75% Agreed 

25% Did not agree 
 
It was agreed that Housing Management would seek to hold the next Talkback 

at Willesden Green library subject to room availability. The venue would then be 
alternated between the Willesden Green Library and the Brent Civic Centre.  

 
B. What topic would you like to hear about at our next Talkback? 

 

7 Responded  

 Leaseholders 

 Improvement on call times 

 New teams 

 Who the vulnerable residents re in blocks 

 Resident involvement 

 Inspections of estates will a KPI report be put in the voice magazine? 

 How the new neighbourhood teams are working 

 Residents involvement 

 Who the housing officers are for each area 

 How to effectively communicate such as emailing dates of meetings. 

 Service charges 

 How do we as leaseholders know if a council-owned tenanted property is up to 
standard? 

 Housing Associations 

 



C. On a scale of 1-5, I would recommend Talkback as an effective way of 
engaging with Brent Housing to my neighbour 

 
7 Responded 

 
29%  5 
29% 4 

29% 3 
14% 2 

 
3. Question & Answer Panel 

An interactive Question & Answer panel took place chaired by Lead Member for 

Housing, Councillor Southwood alongside panel members, Hakeem Osinaike, 
Troy Francis, Head of Housing & Communities, Sean Gallagher, Head of 

Property Services and Dawn Martin, Tenancy Income & Sustainment Manager. 
Residents had the opportunity to ask questions via an online interactive tool with 
questions taken from the floor. The following questions were asked with 

responses detailed below: 
 

Q1. KPIs on estate inspection in the Voice magazine? 

 
A1. All key performance information on estate inspections will be included in the 

collective KPIs going forward which would be published in the quarterly edition 
of the Voice.  

 
Q2. Why do callers get cut off shortly after getting through to repairs after 

having waited a long time? 

 

A2. We apologise for this. The Council have recently changed their telephony 

provider and have experienced some issues which they are investigating for a 
speedy resolution.  

 
Q3. How will leaseholders be involved in procurement in the future? 
 

A3.  All residents, including leaseholders, will be represented during service 

design and priority setting for major services.  Their consultation is seen 

as crucial to ensuring the right decisions are made and outcomes 

obtained. 

  
Q3.  Housing management promise Leaseholders promise answering 

queries on service or major works is not mentioned? Why? 

 

A3. The ‘Customer’ in the Housing Promise refers to leaseholders and tenants. 
Dealing with any enquiries is referred to under ‘We will be clear about when 

we’ll do it’ in the Housing Promise 
http://housingmanagement.brent.gov.uk/about-brent-housing-
management/transforming-council-housing-services/ 

 
 

http://housingmanagement.brent.gov.uk/about-brent-housing-management/transforming-council-housing-services/
http://housingmanagement.brent.gov.uk/about-brent-housing-management/transforming-council-housing-services/


Q4. Hakeem, how have you found your first year in Brent?  

 

A4.  It has been a very busy and fulfilling year. What residents were most unhappy about 

became very clear to me in my first few months and as a team, we have been trying 

to address them. Examples are; waiting time for calls to be answered, scaffolding 

everywhere, too long to carry out repairs, residents being passed around, no one 

taking responsibility, staff not getting back to residents, inaccurate leasehold billing, 

delayed capital programme, etc., all of which are now much better than they were. 

Although we are not where want to be yet, we have come a long way from where 

we were. I have every confidence that the service can only get better and we will 

continue to work with residents to ensure it does. In the last 12 months, many 

colleagues have left the service and many more have joined. For those that have 

left, we wish them good luck in their future endeavours and for those that have 

joined, we say welcome, roll your sleeves up and crack on with making Brent 
Housing an excellent service. 

Q5. Name address and phone numbers should be asked once you’ve 
connected to housing management, in case the call disconnects. 

 
  A5. We do verify caller details as part of all calls. We are looking to obtain 

functionality on our telephony system for the last caller details to ensure that 

any caller can be called back should the call get disconnected.    
 

Q6 Leaseholders - why are major works invoices sent out before the major 
work is completed? 

 

A6. Major Work’s invoices are issued within 18 months of the completion 

date. We are happy to meet with the leaseholders and arrange a walkabout 

on the estates with the relevant Contractor to inspect the major works carried 

out. 

As part of our new process implemented for major works, once the works are 

completed a post inspection will be carried with the Contractor, Brent Council 

Property Services and the residents to sign of the works prior to the final 

accounts being submitted to the Leasehold Team for billing purposes. 

 
Q7. We were promised that our out dated storage heaters would be updated 

but nothing has come of it is there any chance that this promise can be 
fulfilled please 

 

A7.   We are currently developing our Asset Management strategy and 

answers to questions like these will be available from April 2019 

onwards 

 
Q8. What is the consensus view on HS2, affecting residents? 

 
A8 HS2 are working with residents to ensure there would be minimal disruption 

to daily activities. They have commenced community surgeries to engage 



with residents. Brent Council are fully involved in the community engagement 
process to ensure our residents have the best opportunity to express their 

views on the project.  
 

Q9.  When will the new computer systems be fully in place? 

 

A9.  The roll out of our new technology has already commenced and remainder of 

the programme will be delivered in a number of phases, starting in 

September and will continue into April next year when we’ll launch the new 

customer portal.  We’ll ensure our frontline staff and customers are involved 

in the testing of the new systems to ensure these are ‘fit for purpose’. 

 

Q10. What is Brent Council’s repairs satisfaction rate? 
 

A10. The satisfaction rates from April 2018 are as follows; 

 
Satisfaction with repairs - Target is 82%  

 
o April  83% 
o May  79% 

o June  66.9% 
o July  72% 

 
Q11. Can you publish a breakdown of longest and shortest times to answer 

calls? 

 

A11. We do hold this data which we look at daily and are happy to share the data 
at the next Talkback on 18 October.  

 

 

 
The session ended at 8.20pm. 


