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Introduction 
In the London Borough of Brent, we believe that every tenant and 

leaseholder voice is important and deserves to be heard. We value the 

insight we can gain through conversations and feedback from tenants 

and leaseholders living in Council homes, whether positive or negative, 

and want to use it to drive forward real, tangible improvements to the 

properties we manage and services we deliver.  

Engagement has always been an important part of the work that social 

landlords carry out, however the tragic events of the Grenfell Tower fire 

in 2017 and the subsequent inquiry findings put a spotlight on issues 

regarding engagement practices and the level of priority that was being 

afforded to the voices of people living in social housing. 

The importance and value of effective engagement is now, more than 

ever, at the forefront of discussion within the social housing sector. In 

Brent, we want to use this an opportunity to build on our relationship 

with Council tenants and leaseholders, ensuring they feel heard when 

raising concerns and empowering them to inform decision making for 

the service whilst holding us to account.    

This strategy supports the councils’ wider borough plan to Move Brent 

Forward Together and sets out how we will work to deliver our vision for 

tenant and leaseholder engagement across the Council’s housing 

management service. 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Foreword 

Cabinet Member for Housing, 

Homelessness 

and Renters Security 
 

 

I am proud to introduce our new Tenant & Leaseholder 

Engagement Strategy which sets out six clear commitments for 

how we as a social housing landlord will learn from the voices 

of those living in Council owned and managed homes and 

communities. Thank you to all the Tenants & Leaseholders who 

helped shape this strategy.  

Over the next four years, we will create a culture that respects 

the views and experiences of Tenants & Leaseholders. In Brent, 

we actively champion Equality, Diversity, and Inclusion and so 

this strategy specifically sets out our commitment to 

challenging stigma experienced by those living in Social 

Housing.  

Tenant & Leaseholder engagement is key to the vibrant homes 

and communities Brent residents deserve.  

 

https://legacy.brent.gov.uk/media/16420610/brent_borough_plan_23-27_web.pdf?_ga=2.58444906.1963954466.1681457424-1526153580.1647075731
https://legacy.brent.gov.uk/media/16420610/brent_borough_plan_23-27_web.pdf?_ga=2.58444906.1963954466.1681457424-1526153580.1647075731
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National Context  
The Charter for Social Housing Residents  

In November 2020 the government published a social housing white 

paper, ‘The Charter for Social Housing Residents’ which reflected on the 

lessons learnt from the Grenfell tragedy and set out a number of 

expectations that social tenants should have of their landlord as well as 

an action plan for how the sector can work towards delivering on these. 

Building safety and improved property conditions were important parts 

of the charter but listening to and engaging with tenants was the driving 

theme.  

Tenant Satisfaction Measures 

One of the key proposals in the charter included the introduction of a 

set of Tenant Satisfaction Measures (TSM’s) to be reported on and 

published by the Regulator of Social Housing with the aim to provide 

greater transparency of social landlord’s performance at a national level. 

The TSM’s cover the core landlord functions including repairs, 

compliance, and neighbourhood management, as well as satisfaction 

with the services they receive. The first submission and publication of 

TSM data will take place in 2024, providing opportunities for landlords 

and their tenants to understand performance against the wider sector 

and identify areas for improvement. 

The Social Housing Regulation Act (2023) 

To deliver and legislate some of the reforms set out in the charter, the 

Social Housing (Regulation) Act 2023 received Royal Ascent. The 

purpose of this Act is to deliver transformational change for people 

living in social housing, providing better regulation and greater redress 

for failing landlords and overall improved quality of social housing 

properties and services. Some of the key provisions under this new 

legislation include:  

• A requirement for all social housing managers to have a 

professional qualification with the aim to raise standards in 

competence and conduct. 

• Removing the ‘serious detriment’ test which will allow the 

Regulator to proactively monitor landlords against the consumer 

standards (including the transparency, influence, and 

accountability standard) through inspections. 

• ‘Awaab’s Law’ which requires landlords to investigate and fix 

reported health and safety concerns in the home within a 

specified time frame. 

• Removing the cap on the level of fines the Regulator can issue 

to landlords who are failing to meet required standards.  

The Building Safety Act (2022) 

An Independent Review of Building Regulations and Fire Safety carried 

out following the Grenfell tragedy highlighted several issues with the 

current system, including: a lack of clarity around roles and 

responsibilities, unclear testing, and certification methods, as well as 

poor resident engagement practices when it came to raising fire safety 

concerns. The government aimed to address these issues in the Building 

Safety Act which received Royal Assent in April 2022.  

The Act holds a specific focus on engagement when it comes to 

building safety as it enforces legal requirements for:  

• The new Building Safety Regulator (BSR) to establish a resident’s 

panel made up of residents living in high rise buildings (which 

must include representation from disabled residents);  

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/936098/The_charter_for_social_housing_residents_-_social_housing_white_paper.pdf
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• Landlords to develop a building safety engagement strategy 

which must promote tenant and leaseholder participation in 

making building safety decisions; and 

• Processes to be developed for proactively providing building 

safety information to tenants, leaseholders, and household 

members, as well as investigating and responding to complaints 

about building safety issues.  

The Housing Ombudsman  

Complaints received by tenants and leaseholders, whilst unfortunate, are 

a valuable source of information as they highlight what has gone wrong 

and create an opportunity to fix this going forward.  

The Housing Ombudsman Service is set up by law to oversee complaints 

to Registered Social Landlords. They provide support whilst complaints 

are ongoing, can undertake formal investigation if a complaint is 

unresolved and provide helpful insight into what is driving 

dissatisfaction across the social housing sector.  

The Ombudsman also provides input on good complaints handling 

practices via their Complaints Handling Code and encourages the 

development of a positive complaints culture across organisations. 

Their ‘Spotlight’ reports, as thematic investigations into issues affecting 

the social housing sector, also provide valuable shared learning and 

recommendations for driving forward improvements to properties and 

services. Some recent Housing Ombudsman Spotlight reports have 

focused on addressing noise complaints and tackling damp and mould 

with recommendations relating to engagement practices, which include:  

• Working with tenants to review information, materials and 

support provided around avoiding and tackling damp and 

mould; 

• Ensuring the tone of communication does not result in 

perceptions of bias against, or being dismissive of, the tenant 

reporting a noise complaint or damp and mould issues in their 

home; and 

• Looking into who is not using reporting processes or raising 

complaints and why this might be, considering accessibility of 

processes as well as other barriers.  

Addressing stigma in social housing  

Stigma associated with social housing and the people who live in it has 

been a recognised occurrence for many years. Damaging media 

representations have compounded this issue through television 

programmes like ‘Benefits Street’ creating narratives based on negative 

stereotypes rather than reality.  

Unfortunately, there is evidence that this stigma exists within social 

housing organisations themselves. The recent spotlight report from the 

Housing Ombudsman highlighted the need to stop blaming damp and 

mould on the ‘lifestyle’ of social housing tenants and their special report 

on the housing association whose lack of action led to the death of 

Awaab Ishak, identified “dehumanisation” of tenants and a “culture of 

othering” amongst its employees. These reports, as well as findings from 

the Grenfell inquiry, are instrumental in illuminating how the stigma 

associated with social housing is, in extreme cases, a risk to the health 

and safety of tenant and leaseholders.  

 

 

https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
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The housing sector response  

In response to the high-profile concerns being raised across the social 

housing sector, some key specialist organisations and groups have 

recently developed a set of recommendations and principles which focus 

on driving up the quality of both the properties being managed and 

services being delivered.  

The first of these is the Better Social Housing Review, developed in 

partnership by the Chartered Institute of Housing and the National 

Housing Federation which set out 7 recommendations for the sector, 

some of which directly relate to engagement, including to:  

• Work with tenants to ensure they have a voice and influence at 

every level of decision making, recognising them as key partners, 

and empowering them to lead investigations and reviews to 

assess performance. 

 

• Develop a proactive local community presence, reflecting the 

needs and aspirations of the community and be based on the 

principle of ‘go where the tenants are’; and 

 

• Partner with tenants, frontline staff and contractors to review and 

develop new standards defining what the repairs and 

maintenance process should look like.  

The London Housing Directors Group have also developed a set of 

principles as a tool to assist councils in delivering high-performance 

landlords services. Engagement is a key theme across these principles, 

with specific reference to:  

• Co-production of policies so that the diversity of tenant and 

leaseholder views and experiences are incorporated into key 

decisions.  

• Effective use of feedback to inform change and improvements; 

and   

• Accountability through publicly available performance 

information.  

Our vision for Housing 
Management  

Our overarching vision for tenants and leaseholders living in council 

owned or managed homes is for “Tenants and Leaseholder to live in 

safe and well-maintained homes with above London average 

satisfaction across all the tenant satisfaction measures”.  

To achieve this vision, we need to draw on the experiences, knowledge, 

and voices of those who live in council homes so that the 

improvements we make are informed. 

 

 

 

 

 

 

 

https://s41584.pcdn.co/wp-content/uploads/BSHR_Report_FINAL_embargoed_until_Tues13thDec.pdf
https://www.londoncouncils.gov.uk/sites/default/files/Delivering%20for%20Tenants%20%E2%80%93%20The%20Foundations%20of%20an%20Effective%20Local%20Authority%20Landlord%20Service.pdf
https://www.londoncouncils.gov.uk/sites/default/files/Delivering%20for%20Tenants%20%E2%80%93%20The%20Foundations%20of%20an%20Effective%20Local%20Authority%20Landlord%20Service.pdf
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A new menu of involvement   
Under this new strategy, we want to continue to build on our approach to 

engagement by being more proactive in capturing the voices of tenants and 

leaseholders, whether this be operationally through our day-to-day 

interactions, or strategically when monitoring performance and making 

decisions.  

Our new menu of involvement ensures that tenants and leaseholders have 

a wide range of opportunities to:  

• Provide feedback on the services they receive from us; 

• Scrutinise our performance; 

• Be involved in decision-making about how housing related 

services are delivered; and 

• Make recommendations for how things might be improved.  

Opportunities under our menu of involvement range in level of 

commitment, from 20 minutes once a year for a feedback survey or a one-

off topic-based focus group, to monthly meetings or weekly estate 

walkabouts.  

Accessible by default 

As part of this strategy, the Housing Management Service will work in 

keeping with Council wide commitments for equality, diversity, and 

inclusion. 

Over the next four years, the Housing Management Service is committed to 

working with tenants and leaseholders to identify reasonable adjustments, 

make access to our services straightforward and ensure support required is 

available.  

 

 

 

“Quotes to be added from tenants and 

leaseholders on importance of 

engagement” 

 

 

“Quotes to be added from tenants and 

leaseholders on importance of 

engagement” 
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Commitment One 
 

The Council has a culture that respects tenant & leaseholder 

engagement and draws on individual’s experiences to make 

positive change. 

 

This commitment ensures that all changes to the services we deliver are 

informed by tenants & leaseholders and their direct experiences. This includes 

reviewing policies, service standards and ways of working.  

To achieve this, we will: 

 

• Offer a varied menu of engagement so tenants & leaseholders can 

have as little or as much involvement as they want to in areas, they 

are interested in sharing feedback. 

 

• Achieve the Tpas Landlord Accreditation by April 2026 and set an 

expectation that our main repairs and maintenance partner 

becomes a Tpas accredited contractor to increase opportunities 

available to tenants & leaseholders to engage with services. 

 

• Develop training on tenant & leaseholder engagement as part of 

the induction for all new housing staff and deliver a programme of 

refresher sessions on an annual basis. 

 

• Establish a new tenant & leaseholder committee responsible for 

holding the Council to account against this strategy. 

 

• Ensure the Housing leadership team regularly participate in 

engagement activities and have a direct relationship with involved 

tenants & leaseholders. 

Commitment Two  
The Council embraces all forms of feedback as a tool for 

learning and making change.   

 

This commitment focuses on using the information already held by our 

services to gain insight into the experiences of tenants & leaseholders. 

Information like survey responses, complaints and compliments can all 

be used to spot when things can be improved or are working well. 

 

To achieve this, we will: 

 

• Carry out regular tenant & leaseholder led reviews of complaints 

and compliments received by the services. 

 

• Ensure officers and tenants work together to review feedback from 

the Tenant Satisfaction Measures and agree improvements 

required. 

 

• Use data to identify priorities at a neighbourhood level by profiling 

cases such as repairs, anti-social behaviour cases and carry out 

targeted engagement with specific estates to understand issues 

causing high volumes of reporting. 

 

• Deliver an annual programme of events for tenant and leaseholders 

to attend, provide feedback and access services. 

 

• When reviewing a policy or procedure engage tenants & 

leaseholders who have been through the process to identify 

improvements. 

https://www.tpas.org.uk/tpas-landlord-accreditation
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Commitment Three 
The Council is proactive in challenging potential stigma 

experienced by tenants living in social housing and promotes 

the Council’s wider commitment to equality and diversity. 

 

This commitment sets out how we will proactively challenge stigma 

experienced by tenants living in social housing and ensure all Council 

staff, partners and contractors, treat tenants with respect and tenants 

and leaseholders contributions to their community and the borough of 

Brent is recognised.  

To achieve this, we will: 

• Work with tenants to capture any experiences of stigma because 

they live in social housing and how this feels within the context of 

other protected characteristics. We will use this to raise awareness 

among officers across the Council, contractors, and partners and 

proactively tackle stigma and or stereotypes. 

 

• Ensure Council staff and contractors attend training that addresses 

stereotypes associated with people living in social housing and raise 

awareness of unconscious bias that may impact how services are 

provided. 

 

• Develop our offer for engagement activity to ensure that we are 

accessible by default and community spaces on Council owned 

estates, are visibly inclusive. 

 

• Ensure the behaviours and communications both verbal and 

written by Council officers towards tenants and leaseholders are 

respectful, professional and accessible.  

Commitment Four 
Tenants and Leaseholders influence decisions in the housing 

service and feel they have choice. 

 

This commitment sets out how in its role of landlord, the Council by 

default will ensure tenants and leaseholders are involved in decision 

making at both a neighbourhood level and strategically.  

 

To achieve this, we will: 

 

• Establish a Menu of Involvement that sets out a wide range of 

channels that will be used to engage tenants and leaseholders on 

different topics and decisions being made and compensate them 

for their time. 

 

• Ensure tenants and leaseholders are involved when renewing 

contracts and are an integral part of assessing bidders. 

 

• Produce in partnership with tenants and leaseholders individual 

Building Safety Engagement Plans for each block registered as a 

‘high risk building’ and have a say on building safety matters in the 

block they live in. 

 

• Ensure Housing Officers carry out regular walkabouts on estates 

with tenants and leaseholders and produce joint action plans for 

improvement to address issues at a local level and report on 

progress regularly. 
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Commitment Five 
Tenants & Leaseholders feel informed and empowered to 

access information, scrutinise services and review the 

performance of the Council’s housing management service.  

This commitment sets out how the Council will be more transparent and 

proactive in sharing information on our performance and some of the 

challenges the service is navigating.  

 

To achieve this, we will: 

• Be more proactive and regularly share information with tenants & 

leaseholders using a range of channels including text, email, and 

face to face meetings, noticeboards.  

 

• Publish on the website and other channels how tenants & 

leaseholders can access information about where they live and how 

to access performance information e.g., Tenant Satisfaction 

Measures. 

 

• Support tenants & leaseholders to scrutinise services delivered by 

the Council’s housing management service, partners and 

contractors and present findings to senior managers including 

recommendations for improvement. 

 

• Meet with Chairs and Vice Chairs of Resident Associations on a bi-

monthly basis to provide a detailed insight into performance and 

challenges within the housing management service and provide 

them with summary reports to share with their wider members. 

Commitment Six 
Tenants & Leaseholders are supported to make positive 

contributions to their local community 

 

This commitment recognises the wealth of knowledge, skills, and 

commitment to their local community tenant and leaseholders living in 

Council homes have.   

To achieve this, we will: 

• Carry out a review of all Resident Associations so we can better 

improve the governance and influence they have on estates and 

support them to access external funding. 

 

• Actively promote opportunities for tenants, leaseholders, and 

household members to be more involved in Climate Action 

including recycling, food growing etc. 

 

• Review community spaces available across Housing Estates and 

make sure they are being utilised to offer activities by the people 

that live there. 

 

• Work with tenants, leaseholders, and partners to make communal 

areas places children and young people can play and enjoy safely. 

 

• Proactively work with the Police and Community Safety Officers to 

increase reporting and action against crime and anti-social 

behaviour. 

 


