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Lettings
The standard you can expect from us.
We provide high-quality, affordable homes in well-maintained, sustainable 
neighbourhoods. Our Allocations and Lettings service plays a crucial role in making sure our 
homes are allocated fairly, transparently, in line with our values and with customer care. 

We have a dedicated Lettings team that guide you through our housing application process. They’re also 
on hand to offer you support and guidance about the type of information you will need to make sure your 
application is successful.

Our Lettings team work closely with our Money Matters team. They will go through an affordability assessment 
with you and look at how you can maximise your income if needed. This helps to make sure the property you’re 
applying for is right for you and that you can successfully sustain your tenancy. 

• We offer an efficient, professional and empathetic approach to our housing allocation process.

• �We pride ourselves on making sure we have a robust application process, keeping our tenancies sustainable 
and affordable, and placing you at the heart of the process.

• We value communication and engagement with you.

The service you can expect from us:
1.	 �We allocate homes based on need, making 

sure you are treated fairly and in line with our 
Allocations and Lettings Policy. We consider 
factors such as housing need, family size, and 
any special circumstances that may apply 
when allocating homes. 

2. �We process applications, hold viewings, and 
make offers promptly, keeping you informed at 
every stage of the process. We aim to minimise 
waiting times and make sure our lettings 
process is as efficient and clear as possible.

3. �We offer advice and support to all prospective 
tenants, helping you understand the process, 
your responsibilities and the services available 
within our neighbourhoods. Our team provide 
information on housing options and help with 
any queries or concerns.

4. �Our homes are well-maintained, and we make 
sure they meet the necessary standards for 
safety, comfort, and energy efficiency. 

We offer you the opportunity to view a home 
before you decide to accept it and ongoing 
support throughout your tenancy. You can read 
more about this in our starter tenancies service 
standard. 

5. �We provide an accessible and inclusive 
service. We make reasonable adjustments 
where we can, to meet any additional needs 
you may have. We also make sure everyone, 
of all background and circumstances, has 
equal access to housing opportunities in our 
neighbourhoods.
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How we will make sure we are doing  
what we say:
•	�We regularly review our performance and 
customer satisfaction with the service against 
our key performance indicators (KPIs).

•	We report performance in our annual report.

•	�Clearly communicate throughout the process, 
keeping you updated at every stage. We will also 
advise you of what you can do.

•	�Give you the opportunity to feedback on the 
service you have received

How you can help us?
•	�You can help us make housing allocations 
quickly and efficiently, by having the relevant 
documents available when we ask for them. 

•	�Keep your BVT Homes account up to date, 
including any changes in circumstances and 
your current needs.


