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What’s the process?
We support you every step of the way and 
we will: 
 
�Help you find other tenants to exchange 
your home with, using an online national 
mutual exchange service. 

Manage your application, including carrying 
out an affordability assessment and 
property condition check where we’ll check 
to see if any repairs are needed.

Be clear and open in communication 
about decisions to approve or decline your 
application. 

Write to you to tell you if your application 
has been successful within 42 calendar 
days, from the date you submitted your 
application.

Provide support at each stage of the 
process, with your Neighbourhood Co-
ordinator assessing your application and 
providing guidance and support as needed.

If you have additional needs, we will support 
you by making reasonable adjustments to 
help you use this service.

How we’ll make sure we’re doing what 
we say
Monitor our performance through monthly 
key performance indicators (KPIs).

�Listen to your feedback and use this to 
improve the service we provide.

�Work closely with our Money Matters team 
to carry out affordability checks.

�Provide clear communication with a range 
of options, including online and in-person 
support.

How you can help us
Work with us throughout the application 
process and provide any information we ask 
for as quickly as you can.

Make sure you’re following your tenancy 
agreement, including fixing any repairs 
you’re responsible for before you exchange. 
To understand what repairs you’re 
responsible for, please go to the report a 
repair page of our website - https://www.
bvt.org.uk/your-home/reporting-a-
repair/ or call us on 0300 333 6540 for a 
paper copy of our repairs service standard 
and guidance notes.

�Tell us about any changes in your 
circumstances or support you need

Mutual exchanges
The standard you can expect from us.
If you’re eligible for a mutual exchange, we make sure you’re fully informed and supported 
every step of the way. We understand mutual exchanges are a good option for moving home 
if you’ve tried other options or your opportunities are limited. Mutual exchanges also help us 
to build strong, balanced, and sustainable communities. 

If you want to swap your tenancy with another tenant who is eligible for a mutual exchange, we can help you. We 
make sure the process is fair, transparent and meets all legal and regulatory standards.
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Frequently asked questions (FAQs)
What is a mutual exchange?

�It’s a legal arrangement which allows 
tenants to swap tenancies, subject to 
eligibility and landlord approval.

Who is eligible to exchange?

�Tenants with secure or assured (non-
shorthold) tenancies are generally 
eligible. If you have a temporary 
tenancy, or a restricted tenancy, you 
won’t be eligible. If you’re unsure, please 
call us on 0300 333 6540 to check 
eligibility.

What happens if my application is 
declined?

�We will write to you explaining the 
reasons why and provide guidance on 
the next steps.
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