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It is a criminal offence for a tenant to sublet their
council home. If you are found to be subletting
your property you could face prison and a fine.

BHP and Brent Council’s Fraud Team are
working together to crack down on tenants
who we suspect are unlawfully subletting
their homes.

Tenancy fraud denies a property to families
who genuinely need a home. It costs over
£20,000 a year to house one family in
temporary accommodation (based on a
two-bedroom property).

Report illegal subletting
You can help us catch the fraudsters by using
Brent Council’s hotline number 020 8937
1279 or email investigations@brent.gov.uk

We have an exciting edition for you. Read all
about our fantastic documentary film ‘Stories of
Brent’ (pages 6 & 7) which premiered at the
Civic Centre back in June. You can view it on
our website www.bhphousing.co.uk.

Families have been moving into brand new
homes which are the first of seven council
properties to be built in Brent for over 30 years
(on page 3). These spacious properties were
delivered by BHP on behalf of Brent Council
and we’re very proud to be building new
homes for local people.

The digital revolution has arrived at BHP as we
launch 'My Account' for tenants. This is a new
easy to use service where you can check your
rent statements and your repairs history online
anytime, anywhere.

You can read more about My Account on
page 5 and you can register on our website
www.bhphousing.co.uk.

We really welcome your feedback on our new
magazine, so if you have any questions or a
story that you want us to cover, please email
communications@bhphousing.co.uk.

Keep up to date with the latest news from BHP
through our website and by following us on
Twitter @BHP_Housing and on Facebook
www.facebook.com/
brenthousingpartnership.

We hope you enjoy this magazine.

Ali Warburton
Editor of Your Voice

Welcome
from the Editor

We’re cracking
down on illegal
subletting

Welcome to the first edition of Your Voice,
the brand new quarterly magazine for
Brent Housing Partnership (BHP) residents
which replaces Partnership News.
We hope you’re enjoying the longer days
and here’s hoping the rest of the summer
warms up a bit!

“Tenancy fraud denies a
property to families who

genuinely need a home with it
costing over £20,000 a year to
house one family in temporary
accommodation (based on a
two-bedroom property)”

Your call is confidential and you do not have to
give your name or address.

Lines are open Monday to Friday, 9am to 5pm.

You can also contact the National Benefit
Fraud Hotline on 0800 854 440 - your call is
free and confidential. Lines are open Monday to
Friday, 8am to 6pm.
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As many of you are aware there is a
review on how council’s housing stock
is managed which is due to conclude at
the end of September.

This will be followed by a
recommendation to Brent Council’s
Cabinet later in the year on the best
way to provide and manage housing in
the borough going forward.

In the meantime by working closely
with the council, BHP is continuing to
look at ways to improve services.

We’ve made a lot of progress already
and so far we have brought in a new
interim Leadership Team and dedicated
Complaints Team. Improving customer
service has been a priority and there’s
been focus on recruiting more staff to
answer calls and we are recruiting for
mystery shoppers (page 10).

We’re also making improvements to:

• The repairs service
• How we deal with anti-social

behaviour
• How we communicate with

leaseholders over major works

All BHP staff have been on a customer
training course so you can expect to
receive the best possible service
from us.

Rowann Limond, BHP Interim
Managing Director, said: "Over the past
six months we have put in place measures
to transform the services BHP deliver.
We have listened to our residents and
are making improvements to drive
up satisfaction.

"We know we need to continue to
improve and are committed to working on
the areas where we can do better.
We are determined to continue to turn
our performance around and over the
next few months we want residents to
see the difference."

BHP committed
to improving
services

Families move into the
first council homes
built in 30 years
In early July the first
families moved into brand
new council homes
which were built by BHP
as part of Brent Council’s
house building
programme.
Brent Council’s Lead Member for
Housing and Welfare Reform,
Councillor Harbi Farah, Jon Lloyd-
Owen, Operational Director
Community Services at Brent Council
and Richard Deville, Head of
Development at BHP welcomed
the families as they moved into their
new homes at Runbury Circle,
Welsh Harp.

These homes are amongst the first
affordable homes to be built by Brent
Council in 30 years with plans to build
700 new properties by 2019.
The new homes programme, which
has been rolled out by BHP with
funding from Brent Council and the
Greater London Authority (GLA),
includes seven new council owned
family homes which have been built
on former garage sites.

The seven homes have been built at:
• Slough Lane, Kingsbury
• Eskdale Close, North Wembley
• Runbury Circle, Welsh Harp

The homes have cost £1.4m to build
with help from a grant of £326,000
from the GLA. The new homes
programme comes on top of the
wider work the council and BHP
are doing to tackle the housing crisis
and provide affordable housing
for residents.

New tenant Zohrah Esmate said:
“This home is beautiful; it is close to the
children’s school and there is space for
them to run around. Our quality of life
has really improved. We are very
grateful to BHP and Brent Council for
providing us with this beautiful home,
and it is positive to see that more
homes will be built in the future for
families in need.”

The future of housing
management in Brent
Over the next few months Brent Council will be running a consultation on
the future of the housing management service in the borough. Residents will
selected at random to take part in a range of activities such as surveys and
focus groups. BHP or the Council will be in touch with more information as
this review develops.
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AskJilna
Your most common questions

answered by Jilna Shah, BHP’s
Customer Response Team Manager.

Jilna Shah

When will my
windows be

replaced?
Any replacement of
windows comes under our
planned maintenance
programme. This is part of
a larger scheme for external
refurbishment work which
is due to take place over a
number of years.

Any minor repairs required
to the windows can be
reported to the Customer
Response Team on 020
8937 2400 who will
arrange for the main term
contractor, Wates Living
Space, to visit your home.

When will
decoration work

be carried out in the
communal areas
around my home?
Any external decoration
work is conducted under our
planned maintenance
programme. Any minor
repairs required to the
communal areas can be

reported to the Customer
Response Team on 020
8937 2400 who will
arrange for the main
contractor, Wates Living
Space, to visit your home.

When is the
contractor due

to arrive to carry out
my repair?
If you have an appointment
pre-booked for a repair,
the contractor will attend
within two hours of the
agreed appointment time.
It is important to note that
though the contractor will
arrive within this time,
it may take longer than
two hours to carry out
the repair.

Who is my
Housing Officer?

Every tenant has a
dedicated Housing Officer
to assist with enquiries
and general housing needs.
BHP inform you of your
Housing Officer’s name and
contact details when you

move into your home.
Your Housing Officer will
usually schedule a visit to
meet you between six to
eight weeks of your tenancy
start date. If you are
unaware of who your
Housing Officer is, please
contact the Customer
Response Team on 020
8937 2400 who will be able
to advise. Alternatively you
can contact us by email at
tenancy@bhphousing.co.uk.

Why do I have to
pay for a repair?

You will be recharged for a
repair in the event that
damage to the property is
caused through neglect,
carelessness or misuse,
even if the repair is one
which BHP would normally
carry out. You are also
responsible for all visitors to
your home and therefore
any damages that are
caused by them.

?

?

?

?

?
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BHP are pleased to announce that
at the click of a button - anytime,
anywhere - residents will soon be
able to access BHP services with
'My Account'.

The new service launching later
this summer will provide you with
a safe and flexible way to access
your personalised information and
other services from Brent Council
and BHP.

With My Account you will soon
be able to:

• Check your rent statements
and make payments online

• Follow your repair and access
your repairs history

You can already:

• View your council tax account
details, set up a direct debit,
view your bill online and avoid
paper bills, apply for discounts,
report a change of address and
make payments

• Make a housing benefit or
council tax support application
and complete a change of
circumstances form

Creating an account is easy and
takes a couple of minutes. All you
need to get started is an email
address, to use as a login, and so
we can send you details on how to
activate your account.

To find out more about My
Account or to register/login please
visit www.bhphousing.co.uk.

Check your
rent statements
and repairs with
'My Account'

Kenton got a mini makeover following a
neighbourhood clean-up.

Residents both young and old joined staff
from BHP, Metropolitan Housing and

Veolia along with local councillors during
the Clean Up Day at John Perrin Place
and Bellamy House as well as along
Wilson Drive and Tookey Close back
in May.

A handy person was also available to
help vulnerable residents with any minor
jobs that needed doing.

Christina Byrne, BHP Community
Leadership Manager said: “It was a lovely
day and we hope it encourages
communities to take pride in their areas
and show that they love where they live.”

Volunteers rally round to help
tidy up the neighbourhood

Officers from BHP’s Anti-social Behaviour
Team joined forces with police from
Operation Trident, the Metropolitan
Police’s gang crime unit during a special
operation on Alexandra Court and Peel
Precinct back in May.

It’s part of wider crackdown on gangs,
guns and knife crime to ensure our
estates are safe and pleasant places to live.

BHP join police in
sweeping up crime
Knives, scissors and a bag of cannabis worth an
estimated £400 were seized during weapons sweeps
in Wembley and South Kilburn.

Report crime and anti-social behaviour
If residents suspect crime they should
contact the police immediately on 101
(999 in emergencies) or they can call
Crimestoppers.

You can report anti-social behaviour
(ASB) to our Customer Response Team
on 020 8937 2400 (9am to 5pm) or
email asb@bhphousing.co.uk.

You can also report ASB online on our
website www.bhphousing.co.uk.

Problems with noisy neighbours

If you have a noise issue please contact
Brent Council’s Environment Health
Team. Visit the council’s website for more
information www.brent.gov.uk
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STORIES
OF BRENT
FILM CELEBRATING
BOROUGH IS OUT NOW!



Voice Issue 1 Summer 2016@BHP_Housing brenthousingpartnership 07

Move over Spielberg and

Tarrentino, BHP’s new

documentary film ‘Stories of

Brent’ is putting your borough

on the cinematic map.

We launched the film at a special

premiere in June where the movie’s

stars came along to add a touch

of Hollywood glamour to Brent

Civic Centre.

The documentary showcases every

day people and organisations as well

as some big names from the music,

telly and sporting worlds who were all

born and bred in Brent. They are all

proud to share their stories and

memories of growing up in the

borough that shaped and encouraged

them to succeed. The celebs in the

film include Liz Mitchell (Lead Singer,

Boney M), Rachel Yankey (England

Football Captain), Shaun Wallace

(The Chase), Ashley Theophane

(British Professional Boxer), Audley

Harrison (former British Professional

Boxer), Mr Cee (Comedian) and AJ

King (DJ Kiss FM).

The film was produced and funded

by BHP and Oakray. It is also part

the borough’s ‘Love where you

live’ campaign.

Rowann Limond, Interim ManagingDirector at BHP said: “Brent is oneof the most diverse boroughs inLondon and this film is an importanttool to help celebrate the borough’sdiversity, as well as instilling pride,breaking down barriers and workingtowards BHP’s mission of buildingstronger communities.”

Share your stories
We still want you to share
your ‘Story of Brent’ and so
visit our Facebook page
www.facebook.com/brentstoriesor email your story to
mystory@bhphousing.co.uk
You can view the film online atwww.youtube.com/user/
BrentHousingBHP or on ourwebsite www.bhphousing.co.uk

“The film was inspirational and took me back in
times of my youth. Brent has a diverse melting pot
of people in its community and I’m glad I’m one of
them.” Brenda Linton, St Raphael’s Estate
“Just watched #storiesofbrent #lovebrent wonderful
stories of our diversity. I love Brent and the warmth
shown today.” Dawn Butler, Brent MP

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

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

We 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
BHP’s Financial Inclusion
Team on 020 8937 2790.

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

Is your
home too
big for
you?

Lower benefit cap
could slash your cash

This means that if you currently receive more
than this new amount, your housing benefit
will be reduced to bring what you receive into
line with the new cap level. This could cause
you problems in paying your bills, especially
your rent.

Benefits that count towards
the cap
• Housing Benefit
• Income Support
• Job Seeker’s Allowance
• Employment and Support Allowance

(except where it is paid with the support
component)

• Child Benefit
• Child Tax Credit
• Maternity Allowance
• Incapacity Benefit
• Severe Disablement Allowance
• Widowed Parent’s and Widowed Mother’s

Allowance
• Widow’s Pension
• Bereavement Allowance

Exemptions from the cap
• Attendance Allowance
• Disability Living Allowance
• Personal Independence Payment
• The support component of Employment

and Support Allowance
• Industrial Injuries Benefit and equivalent

payments as part of a War Disablement
Pension or Armed Forces Compensation
Scheme

• War Widow or War Widower’s Pension
• Carer’s Allowance (from Autumn 2016)
• Guardian’s Allowance (from Autumn 2016)

Remember the cap applies to working age
claimants, so pensioners are also exempt
(provided that in the case of a couple,
both members are pensioners).

What can I do about it?
• Finding work: Getting work could bring

some extra cash into your home which would
help reduce the effect of the new benefit cap
- and if you work enough hours, you will be
completely exempt from the cap.

• Applying for working tax credit: If you’re
entitled to working tax credit, your benefits
won’t be capped. To qualify, you will need to
work at least 16 hours per week if you are a
single parent; 24 hours per week between you
if you are a couple - with one of you working
at least 16 hours per week; or 30 hours per
week if you are a single person.

• Contacting us: Discuss your situation with
the Financial Inclusion Team here at BHP on
020 8937 2790.

• Reassessing your weekly budget: If you
are only capped by a small amount, you may
be able to take a look at your current
outgoings and see if there are any savings
you could make, such as where you do the
weekly shop.

• Getting an exemption from the cap:
If you think you may be eligible, apply for
one of the benefits that may exempt you
from the cap.

Further details are available on the Government’s
website at www.gov.uk/benefit-cap.
Further information on the Overall Benefit Cap
and options that may be available to you locally
can be found on the Brent Council website at
www.brent.gov.uk/benefits.

From this autumn, the benefit cap in London is being cut from
£500 per week to £442.31 per week for couples, families and
single parents, and from £350 to £296.35 for single people.
This is £50 a week less cash per household.

MONEYMATTERS
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2016/16
Actual

To June
2016

BHP Target
2016/17

VALUE FOR MONEY
We aim to collect 99.5% of all rent due

98.5% 99.1% 99.5%

VALUE FOR MONEY
We aim to minimise rent loss through void properties

0.59% 0.55% 0.7%

HOME
We aim to complete 92% of repairs on the first visit

89% 88% 92%

HOME
We aim for 96% of customers to be satisfied with the
quality of repairs work

80% 85% 95%

NEIGHBOURHOOD AND COMMUNITY
We aim for 90% of all residents to be satisfied with the
standard of internal and external cleaning

80% 63% 96%

TENANCY
We aim to let standard empty homes within 24 days

30.7 days 24.3 days 24 days

TENANCY
We aim to let empty homes requiring major works
within 61 days

59.4 days 48.3 days 61 days

TENANT INVOLVEMENT AND EMPOWERMENT
We aim to respond to 93% of stage 1 local resolution
enquiries within 20 days

80% 97% 93%

TENANT INVOLVEMENT AND EMPOWERMENT
Percentage of stage one complaints escalated to
stage two

11% 18%

TENANT INVOLVEMENT AND EMPOWERMENT
Percentage of phone calls answered in the Customer
Response Team

88% 86% 100%

TENANT INVOLVEMENT AND EMPOWERMENT
Average answering time for calls to the Customer
Response Team

2.05
minutes

2.10
minutes

60 seconds

09

HOW ARE WE
PERFORMING?
Performance Figures June 2016
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As a resident mystery shopper you
will be signing up to monitor BHP
services which can assist us in making
improvements.

You will be asked to do random checks
on different departments within BHP by
phone or in person. We would then
gather feedback from our residents
through a regular programme of
inspections which tells us what we are
doing well and not so well on.

Once the inspections are completed,
the group will have regular updates
through briefing feedback sessions to
determine whether the service
improvements set out in the project
have been a success.

What we can offer you

• We will provide all the necessary
training, support and out-of-pocket
expenses

• You will meet new people, learn
new skills and share experiences
that you can use elsewhere

• We want to encourage all
residents to apply, even if you
have not been involved with
BHP before.

For more information on
mystery shopping please email
resident.involvement@
bhphousing.co.uk or
call 020 8937 2574.

Go undercover and
help us improve
our services
Do you want to be part of a secret mission
which will help test the quality of our services?
Then why not become mystery shopper!

Doyouliketobe
besidetheseaside?

Bournemouth
Saturday20August
Brighton
Saturday3September

FUN IN THE SUN WITH A DAY TRIP TO THE SEASIDE forjust£5!

Tickets are selling fast and tickets
are limited so to book a seat please
call the Community Leadership
Team on 020 8937 2574/2369 or
email resident.involvement@
bhphousing.co.uk by Friday 12
August.

PLEASE NOTE:
These trips are only for Brent
Council tenants and leaseholders
and you can only book one trip.
If you have any accessibility needs
please let us know when booking
your place.

BUS DEPARTS FROM:
St Raphael’s Estate, Wembley Park
and South Kilburn, Housing Office,
Albert Road.

PAYMENTS: No cash payments will be accepted. Postal orders only made payable to the London Borough of Brent.

They must be presented to officers on either Tuesday 16 August from 4pm to 7:30pm at the Brent Civic Centre or Wednesday

17 August from 11am to 2:30pm at the Albert Road Office to secure a seat. Visit our website at www.bhphousing.co.uk
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Brent Housing Partnership
(BHP) is reviewing the way
we engage with residents.

We’ve appointed Housing
Quality Network (HQN)
complete a review
for us and develop a new
Customer Engagement
Strategy.

As part of this we will be
talking to BHP customers
(BHP tenants, leaseholders
and council tenants) who
are part of customer
involvement groups, about
their views and thoughts on
future involvement and
engagement activity.

We would also like to
get views and thoughts from
other BHP customers who
are not part of these groups.
So if you have any views
about how customer
involvement and engagement
should look in the future
please send us an email,
with your thoughts, to
brent@hqnetwork.co.uk
by Friday 12 August 2016.

Making
sure we’re
engaging
with you

Initially, I was excited about making the most of
the sun in its amiable mood. However, after a
week, I found that having nothing that would
take up most of my day was rather tedious.
As a result, I decided that I'd throw myself
into volunteering.

The first thing I did was edit my feeble excuse
of a CV (which at the point, merely contained
my name, email and hobbies). I then went to
my previous primary school and asked if I could
volunteer. I was given the role to help the
children learn through play. This meant that for
three weeks I built tall towers out of Lego,
sang nursery rhymes that I had long forgotten
and listened to the children read one by one.

Unfortunately, the end of their term marked
the end of my volunteering. However, I quickly
moved on to Wembley Library. I had various
roles which included encouraging people to
join the summer reading challenge, data entry
and helping out with activities. Admittedly, it
could get really hectic but there was never a
dull moment.

Young tenant
talks about
volunteering
in Brent
I was 15 and I had just
finished my GCSE's so I was
blessed with an extra-long
summer holiday.

Most recently,
I've volunteered
at local food
bank, Sufra.
I helped out
preparing food
parcels for
people though
there are a
variety of
other roles.
For instance, there are volunteers who help
cooking for the soup kitchen and some who help
regarding supermarket collections.

Why would a young person willingly volunteer?
After all, it is leaving home - where wifi and food
is - and actually putting in the effort. The first
reason is probably the one which most adults
and companies will tell you. These days just
having the right qualifications isn't enough,
employers need proof that you can thrive in
a work environment which volunteering
helps to show.

Furthermore, volunteering need not be
mundane and strenuous. With volunteering in
some places, you get the opportunity to push
yourself out of your comfort zone and make
friends and talk to people. For instance at
Wembley Library and Sufra I found myself
engaged in so many interesting conversations
with people I would not have conversed with
otherwise. In addition to this, volunteering is a
great distraction from all the ailments and
problems of everyday life as your mind is
engaged doing something productive other than
bingeing on TV shows on your laptop.

If you are considering volunteering, there are
many choices. Why not try Sufra? They do speed
volunteer courses occasionally. This requires no
commitment on a weekly basis - you just turn up
and help for the day. Also, it is worthwhile
talking to people you know or going to your old
primary school. Furthermore, Brent libraries take
on volunteers so try talking to a member of staff.
Another option, is going to a charity shop
such as Oxfam.

If you are about to start your summer holidays,
perhaps you could consider volunteering.

Sufra website:
www.sufra-nwlondon.org.uk/

Linda Moronfulu Age 18



BHP Services
You can report non-urgent repairs,
pay your rent and other queries online
at www.bhphousing.co.uk

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

• Monday to Thursday 8am to 6pm

• Friday 8am to 5pm

If you have a repair you can contact the
Customer Response Team by emailing
your repair details to
repairs.centre@bhphousing.co.uk.

If you have a complaint or
compliment you can email
BHP.Complaints@bhphousing.
co.uk.

For general enquiries please
email info@bhphousing.org.uk or
call 020 8937 2400.

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

Contact us
If you would like to contribute to
the next edition of Your Voice,
please contact:

Communications
6th Floor, Brent Civic Centre,
Engineers Way, Wembley, HA9 0FJ

020 8937 2363/2623

communications@bhphousing.co.uk

Follow us on Twitter
@BHP_Housing

Like us on Facebook
www.facebook.com/
brenthousingpartnership/

Direct Debit:
Mandates are available from
your housing officer, any
One Stop Service or online
at www.bhphousing.co.uk

PayPoint:
At any shop, petrol station,
newsagent or outlet
displaying the PAYPOINT
double PP sign. If your card is
lost or damaged you can get
a replacement from BHP by
calling 020 8937 2480.
Please keep your PayPoint
receipts as proof of payment.

Standing Order:
Forms available from
any One Stop Service
or online at
www.bhphousing.co.uk

Credit Card Hotline:
By debit or credit card
on 020 8937 1717

Post Office:
At any branch using your
PayPoint card, debit card,
cash or cheque.
Cheques must be made
payable to Post office Ltd.

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

www.bhphousing.co.uk

How and where to pay your rent

Translations
This is Brent Housing Partnership’s magazine, Your Voice.
Please contact Communications on 020 8937 2363 if you need help to
understand this document.

If you would like a copy in a larger print, please contact Communications
on 020 8937 2363.


